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            ABSTRACT 
 
 
 
This dissertation is based on the assumption that the Port  
 
Elizabeth Municipality should deliver essential services  
 
effectively, efficiently and economically so as to attain  
 
excellence in service delivery. The essential services dealt  
 
with in this study are electricity; refuse collection;  
 
sewerage; and water services.   
 
 
Attaining excellence in service delivery will lead the Port  
 
Elizabeth Municipality to improve and sustain the quality of  
 
life of the local inhabitants. The primary objectives of  
 
this dissertation include, inter alia:  
 
 
* An historical analysis of delivery systems of the 
 
  former government prior to 1994, which provides the  
 
  primary reasons and purposes of delivery systems, and  
 
  the effects on the Port Elizabeth Municipality. 
 
 
* Reformation and transformation of South African local  
 
  government since 1994, with particular reference to the  
 
  Port Elizabeth Municipality. 
 
 
* A normative model for service delivery, which is  
 
  designed to accelerate service delivery in the local  
 
  spheres of government, with special reference to the Port  
 
  Elizabeth Municipality as the locus of this study. 
 
 
* The nature, extent and evaluation of the existing service  
 
  delivery by the Port Elizabeth Municipality from 1994 to  
 
  1999. An empirical survey is conducted in the form of  
 
  questionnaires to the directors, heads of departments,  
 
  senior managers, as well as councillors. 
 
 
* Approaches and strategies for attaining excellence in  
 
  service delivery, which include, inter alia: a  
 
  government-business paradigm and an equilibrium approach.  
 
 
* Lastly, a number of recommendations are made and  
 
  conclusions are drawn based on the findings of the  
 
  empirical survey in order to deliver essential services  
 
  equitably, efficiently, effectively and economically to  
 
  attain excellence in service delivery in the Port  
 
  Elizabeth Municipality. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
      
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CHAPTER 1 
 
DEMARCATION OF STUDY FIELD AND RESEARCH 
METHODOLOGY 
 
 
1.0 Introduction  
 
          
In contemporary South Africa, the promotion and maintenance  
 
of the quality of life of all citizens is the task of the  
 
government which, through its three spheres of government  
 
and partisan and non-partisan public functionaries, should  
 
function in a manner which is constitutionally and morally  
 
acceptable to the citizens of the country. 
 
 
The nature and extent of governmental services is usually  
 
measured through their effectiveness, efficiency and  
 
economy, and in terms of service excellence. Service  
 
excellence results from the satisfaction of the local  
 
inhabitants, both as citizens or municipal dwellers and as  
 
service end-users or clients. It has been realised that an  
 
evaluation of the policies for attaining excellence in  
 
government service delivery is essential for a better  
 
quality of life, with an emphasis on planning,  
 
implementation, evaluation and control as the benchmarks of  
 
the theory and practice of service excellence in the public  
 
sector (Ziethaml, 1988: 14). 
 
 
As the composition and the policies of the South African  
 
government changed significantly from 1994 onwards, its role  
 
and responsibility expanded dramatically to accommodate all  
 
races in the country in terms of governance and service  
 
delivery. In order for any local government [with emphasis  
 
on the Port Elizabeth Municipality (hereafter referred to as  
 
PEM) as the locus of this study] to meet the diverse and  
 
changing (unlimited) needs of its local inhabitants, it is  
 
obliged to ensure that services are provided equitably,  
 
efficiently, effectively, and economically [Constitution of  
 
the Republic of South Africa, 1996 (Act 108 of 1996)].  
 
 
 
These changes have been intensified with the promulgation  
 
of the Local Government Transition Act, 1993 (Act 209 of  
 
1993); the Interim Constitution of the Republic of South  
 
Africa, 1993 (Act 200 of 1993); and more recently the  
 
promulgation of the Constitution of the Republic of South  
 
Africa, 1996 (Act 108 of 1996). In terms of these Acts, the  
 
public service should be geared to service excellence, as  
 
section 195 (1) (d) of the Constitution of the Republic of  
 
South Africa, 1996 (Act 108 of 1996) stipulates: “Services  
 
must be provided impartially, fairly, equitably and without  
 
bias.” Service delivery, in contemporary South Africa,  
 
should be regarded as the norm, not the exception.  
 
 
 
 
1.1 Statement of the problem  
 
 
The question that could be asked is: “How should the PEM  
 
improve service delivery in order to enhance and sustain the  
 
 
quality of life of the local citizens?” Internationally, and  
 
in South Africa in particular, service delivery is mainly  
 
carried out by the local authorities as they are regarded as  
 
the closest governmental level (sphere) to the people. The  
 
perception is that local government is grassroots government  
 
which is supposed to know the demands, wants, needs and  
 
aspirations of its respective local inhabitants and deliver  
 
services according to the local inhabitants’ expectations.  
 
Probably, going beyond expectations may make local  
 
government attain excellence in service delivery [Binza &  
 
Hilliard, Evening Post, 6 May 1997: 4)]. 
 
 
 
Striving for excellence requires dedication, motivation,  
 
hard work and diligence on the part of the municipal  
 
personnel to deliver services by pursuing a clear vision and  
 
mission of both their respective departments and the 
 
municipality as a whole. Excellence could be attained when  
 
the local dwellers co-operate substantially in service  
 
delivery through participation in policy issues and in  
 
paying for services. It is imperative for (any) municipality  
 
to consult its citizens and non-governmental organisations  
 
(hereafter referred to as NGOs) existing in its area when  
 
making municipal by-laws or decisions that could lead to  
 
policy [Constitution of the Republic of South Africa, 1996  
 
(Act 108 of 1996)].  
 
 
It is important that an inclusive voice in governance and  
 
service delivery be legislated or enforced by the  
 
government. Acts on citizen participation and governmental  
 
consultation are necessary to consolidate South Africa’s  
 
fledging democracy. The best strategy to attain excellence  
 
in service delivery is to evaluate the existing policies in  
 
order to identify the inhibiting factors to service  
 
excellence; thereafter they must be remedied by a possible  
 
‘panacea’ for service excellence. 
 
 
For the purpose of this study, in contemporary South  
 
Africa, it is accepted that local governments are the third  
 
sphere of government and nearest to the communities they  
 
serve, but accountable to the provincial and central spheres  
 
of government. Services are delivered directly by local  
 
authorities to the local communities they serve, who (i.e.  
 
the citizens) then respond by paying service charges so as  
 
to sustain the process of delivery. In South African local  
 
spheres of government, with particular reference to the PEM,  
 
there has been a problem of service delivery which arose as  
 
a consequence of the legacy of apartheid engineered by the  
 
previous government (Cloete, 1978: 98). 
 
 
The former government had four different public service  
 
administrations with racially-segregated local authorities  
 
established with the aim of providing services partially,  
 
biasedly and discriminatorily. For example, the PEM had five  
 
racially-segregated municipal bodies, viz. the ‘old’ PEM  
 
was constituted of Whites only (both Afrikaans and 
English  
 
speaking persons), the Ibhayi Municipality comprising  
 
Blacks, the Motherwell Municipality consisting of Blacks,  
 
the KwaMagxaki/ KwaDwesi Municipalities constituted of  
 
Blacks (mainly Xhosa speaking persons), a Management  
 
Committee for the Coloured area, and a Management Committee  
 
for the Indian area (i.e. Northern Areas Municipality)  
 
constituted of Coloureds and Indians respectively (Port  
 
Elizabeth One-City Agreement, 1994).  
 
 
With the advent of democracy on 27 April 1994, the  
 
government had to reform and transform its public service  
 
and systems of service delivery which were used by the  
 
previous government. The real transformation of the local  
 
spheres of government took place after the local government  
 
elections were held on the 6 November 1995 in seven  
 
provinces, namely: Eastern Cape, Gauteng, Northwest,  
 
Northern Cape, Free State, Mpumalanga, and Northern  
 
Province. KwaZulu-Natal and the Western Cape had elections  
 
in 1996. The transformation of the PEM took place after the  
 
One-City Agreement was signed on 3 May 1994 (Fitzgerald, et  
 
al. 1995: 46). 
 
 
The major aim of reforming and transforming the local  
 
spheres of government, particularly the Port Elizabeth  
 
Transitional Council(hereafter referred to as PETLC), is 
to  
 
ensure that services are not provided racially and  
 
unequally. Transformation requires services to be 
rendered  
 
in a way which is constitutionally acceptable, affordable  
 
and cost-effective so that municipalities can sustain  
 
themselves. The PETLC has had to transform its modus  
 
operandi to improve on the quality of services rendered, 
to  
 
prohibit discrimination when delivering services to the  
 
communities, to prevent mismanagement of funds and  
 
corruption on the part of public office-bearers, and to  
 
reduce inefficiency, ineffectiveness, and uneconomical  
 
service delivery (Morris 1990:114).  
 
 
Superlative government service delivery has to be provided  
 
in a manner which is constitutionally and morally acceptable  
 
to the inhabitants of the municipality. Public servants,  
 
notably local government officials in this context,  
 
responsible for service delivery must work within statutory  
 
and constitutional provisions. To be morally and  
 
constitutionally acceptable, the municipality must be  
 
broadly representative of all racial groups within the  
 
municipal area in order to remain responsive to the needs of  
 
the local citizens [Constitution of the Republic of South  
 
Africa, 1996 (Act 108 of 1996)]. 
 
 
To maintain as many constitutional and ethical principles as  
 
possible, both ‘old’ and ‘new’ public servants responsible  
 
for service delivery must be (re-)orientated and (re-) 
 
trained in order to meet the modern challenges and  
 
increasing needs of the municipalities’ inhabitants, and to  
 
aid them to continue producing innovative strategies for  
 
delivery, in order to help them cope with the latest  
 
sophisticated technology used for the purpose of superlative  
 
government service delivery. All employees of PETLC are  
 
responsible for rendering accountability to the Council, the  
 
local citizens, the Member of the Executive Council  
 
(hereafter referred to as MEC) for local government, the  
 
provincial government, as well as to the province’s  
 
citizens, and to the country as a whole (White Paper on  
 
Local Government, 1998). 
 
 
For local authorities to deliver services equitably,  
 
efficiently, effectively and economically requires a good  
 
quality, decentralised infrastructure to eliminate frequent  
 
service breakdowns. Decentralised human resources and an  
 
infrastructure for this purpose will simultaneously add  
 
value to service excellence and local governance.  
 
 
Cost-effective service delivery in the PEM is required and  
 
can be achieved if the delivery system is inclusive, open  
 
and transparent to all stakeholders. To achieve cost- 
 
effective service delivery, citizens must participate by  
 
paying for the services rendered to them by the local  
 
authority so that the delivery process can be improved as  
 
well as sustained. It is the responsibility of the  
 
municipality to make policies or create opportunities for  
 
the poorest of the poor to be able to pay for the services  
 
as services have to be delivered to the ‘haves’ and the  
 
‘have-nots’. The policy(ies) made for the purpose of helping  
 
the indigent in order to contribute to service payments  
 
should be formulated in such a way that the ‘haves’ see and  
 
understand the context, i.e. the living conditions of the  
 
poor as the reason for formulating such policy(ies), that  
 
is, the policy's contents should not harm the willingness   
 
as well as prohibit the exercise of the love for humankind  
 
of the ‘haves’ to help the poor (Marais, 1989: 115-116).  
 
 
Race in terms of those who were oppressed, and the oppressor  
 
in the past, should not be the only criterion used to  
 
determine affordability, that is, the paradoxical part of  
 
the criteria, but the income of the person, and the  
 
inability and incapability of the person to be 
independent  
 
should also be considered. For example, the pensioner or  
 
disabled parent(s), and unemployed residents (the reason for  
 
being unemployed should be given in the presence of a  
 
magistrate or the state attorney so as to prohibit payment  
 
evaders). Self-employed people should be encouraged to pay  
 
at least something towards service charges [Binza & Hilliard  
 
(Evening Post, 6 May 1997, p.4.col.3)].  
 
 
It is suggested that when defaulters are caught, they should  
 
answer in a court of law and after the culprits have been  
 
warned, services can be disconnected. Because, if people  
 
continue not paying for the services, there will be no  
 
service delivery sustainability, poor services could be  
 
delivered and the services may be inefficient and  
 
ineffective. The practical policies for attaining excellence  
 
in government service delivery in the PEM require thorough  
 
planning, implementation, and control aimed at advancing  
 
professionalism, teamwork and leadership abilities (this can  
 
be achieved through skills development, respect for  
 
constitutional principles, and a municipal code of conduct);  
 
improving external and internal communications; public  
 
participation in policy-making, service payments, the  
 
Reconstruction and Development Programme (hereafter referred  
 
to as RDP), the Masakhane Campaign, and public  
 
accountability. This will impact qualitatively on the  
 
promotion and sustainability of the local inhabitants’  
 
general welfare (White Paper on Reconstruction and  
 
Development Programme, 1994:78). 
 
 
 
The assumption is that the PEM requires advanced strategies  
 
for excellence in government service delivery in order to  
 
improve the quality of life of all local citizens,  
 
irrespective of race and socio-economic divisions, for  
 
example, the rich, the middle class, and the indigent class.  
 
All local inhabitants have the right to basic community  
 
services, therefore, the provision of basic community  
 
services must touch the lives of all the municipality’s  
 
residents. A developmental approach aiming at attaining  
 
excellence in service delivery should be encouraged and  
 
adopted by all South African local authorities. A  
 
developmental approach to service delivery may be possible  
 
if the 21st century South African local authorities become  
 
developmental local authorities (White Paper on Local  
 
Government, 1998). 
 
 
Excellence in service delivery will not be attained if  
 
people are provided with services free of charge. Local  
 
authorities should be obliged to develop themselves, both  
 
their delivery processes and human skills, so as to make an  
 
indelible developmental impact on their communities.      
 
The proposed research is an attempt to evaluate the policies  
 
required for attaining excellence in government service  
 
delivery in the PEM with an emphasis on planning,  
 
implementation, and control of future service delivery, and  
 
to make a particular proposal in this regard [Local  
 
Government: Municipal Structures Act, 1998 (Act 117 of  
 
1998)]. 
 
 
1.2 Key questions pertaining to this research 
 
 
1.2.1 Why is it necessary to improve government service  
 
      delivery in the PEM? 
 
 
1.2.2 What strategies are currently being used to champion  
 
      superlative service delivery by the new government,  
 
      and what problems are encountered when implementing  
 
      such strategies? 
 
 
1.2.3 How does the ordinary citizen in the PEM perceive and  
 
      ultimately judge government service delivery from the  
 
      27 April 1994 until the 31 December 1999? 
 
 
1.2.4 What techniques have been implemented by the  
 
      government to empower local government officials  
 
      responsible for the delivery process?    
 
 
1.2.5 What new strategies from the literature could be  
 
      utilised by developmental local authorities in the  
 
21st century to improve and sustain excellence in       
service delivery? 
 
 
1.2.6 Can comprehensive approaches and strategies for  
 
 attaining excellence in service delivery be developed  
 
 by the 21st century PEM so as to serve as directives  
 
 to improve service delivery? 
 
 
1.3 Statement of the hypothesis and sub-hypotheses  
 
 
This research presupposes poor service delivery in the 
PEM  
 
and proposes to evaluate the policies for attaining  
 
excellence in community service delivery in the PEM with 
an  
 
emphasis on developing a government-business paradigm and 
an  
 
‘equilibrium approach’ in municipal service delivery. Among  
 
the concerns are, inter alia: understanding democratic  
 
governance; decentralisation of governmental infrastructure;  
 
lack of financial resources; lack of adequate training;  
 
improving public participation; public accountability;  
 
performance and productivity; and inadequate policies to  
 
improve service delivery. The new government has the moral  
 
and legal responsibility of providing services equitably,  
 
efficiently, effectively and ensuring that services are  
 
rendered economically (White Paper on Reconstruction and  
 
Development Programme, 1994:78). 
 
 
The future local authorities must have a clear and cost- 
 
effective policy on service delivery; excellent  
 
administrative systems so as to have skilled human resources  
 
(specialising in policy formulation, implementation,  
 
analysis, evaluation and control, as well as provision of  
 
excellent customer service), and internationally competitive  
 
service delivery strategies or approaches; sufficient  
 
financial resources; strong political leadership with a  
 
vision and a mission to serve the people of South Africa;  
 
community participation; effective institutional systems  
 
with decentralised infrastructure(s); effective co-operative  
 
governance; and developmental local government which will be  
 
accountable to the people they serve and service, and to the  
 
provincial and central spheres of government (White Paper on  
 
Local Government, 1998).  
 
 
With appropriate delivery strategies, in future a  
 
developmental local authority will be in a better position  
 
to master service delivery to the betterment and benefit of  
 
all citizens dwelling in the municipal area, the Eastern  
 
Cape Province, and the country as a whole. 
 
 
1.4 Delimitation of research  
 
 
The research is limited to the PEM service delivery matters  
 
up until 31 December 1999, and cover some matters for 2000,  
 
but does not cover events after the 5 December 2000  
 
municipal elections. 
 
 
 
1.5 Assumptions  
 
 
The proposed research is based on the assumption that the  
 
current policies for attaining excellence in PEM community  
 
service delivery are inadequate to improve and sustain  
 
service delivery. The process of service provision is  
 
inefficient, ineffective and uneconomical. The municipality  
 
needs innovative strategies to champion the process of  
 
attaining excellence in service provision for the benefit of  
 
local inhabitants. 
 
 
Since the dawn of democracy in South Africa in 1994,  
 
inhabitants have expected the government to fulfil its   
 
promises by delivering quality, affordable services and to  
 
do so equitably, efficiently, effectively, and economically.  
 
This implies that local authorities are expected to focus on  
 
quality of service (hereafter referred to as QOS) they  
 
render in order to improve the quality of working life  
 
(hereafter referred to as QWL) of their employees so as to  
 
improve and sustain the quality of life (hereafter referred  
 
to as QL) of local inhabitants. In order to give effect to  
 
its promises, the central government must allow the  
 
provincial and local spheres of government to plan,  
 
implement, evaluate and control their service delivery  
 
processes in order to enhance the quality of life of all  
 
citizens (Smith, 1994:89). 
 
 
1.6 Objectives of the research  
 
 
1.6.1 To provide a brief historical overview of the previous  
 
      South African local spheres of government and explain  
 
      the reasons for reformation and transformation of  
 
      South African local authorities. 
 
1.6.2 To provide a theoretical background of the existing  
 
      delivery systems applied in the transitional period  
 
     (from 1994 to 1999) with specific reference to the PEM.  
 
1.6.3 To provide a theoretical background of the existing  
 
      sources of revenue utilized to finance services  
 
      delivered by the local authorities. 
 
1.6.4 To investigate and report on the necessary skills that   
      may be provided for the empowerment of municipal             
      officials responsible for the delivery of services. 
 
1.6.5 To investigate strategies that may be necessary to  
 
      advance excellence in government service delivery in  
 
      the PEM. 
 
1.6.6 To draw conclusions and submit proposals on strategies  
 
      that may contribute to achieving excellence in  
 
      community service delivery in the PEM. 
 
 
 
 
1.7 Research methodology  
 
 
The research methodology consists of the following:  
 
* Literature search  
 
* Administering of questionnaires  
 
* A model construction  
 
* Data interpretation and recommendations  
 
The above aspects are detailed hereunder:  
 
 
1.7.1 Literature search  
 
 
A literature search of available texts comprising a study of  
 
relevant books, journals, papers, legislation, constitutions  
 
and other publications will be undertaken to establish what  
 
strategies for excellence in government service delivery  
 
exist. 
 
 
1.7.2 Model construction  
 
 
After the literature study has been conducted, a normative  
 
model for attaining excellence in PEM service delivery will  
 
be proposed, developed and adopted. 
 
1.7.3 Data interpretation and analysis and submission of      
      proposal 
 
 
The interpretation and analysis of data will consist of  
 
determining the relative values of established strategies  
 
that emerged from the literature study and from the  
 
questionnaires. 
 
 
1.7.4 Reference technique 
 
 
The shortened Harvard reference technique is used in this  
 
study. 
 
 
1.8 PROPOSED CHAPTER SEQUENCE  
 
 
CHAPTER 1 - DEMARCATION OF STUDY FIELD AND RESEARCH  
      
METHODOLOGY  
 
 
A demarcation of the field of study and the research  
 
methodology to be used, and the formulation of research  
 
objectives as well as an outline of the proposed study is  
 
covered in the first chapter. 
 
 
CHAPTER 2 - AN HISTORICAL ANALYSIS OF DELIVERY SYSTEMS OF    
 
THE FORMER GOVERNMENT PRIOR TO 1994 
 
 
In this chapter an historical analysis of the previous  
 
government's strategies prior to 1994 will be conducted.  
 
The primary reasons and purposes of delivery systems, and  
 
the effects of the delivery systems on the PEM, will be  
 
discussed. The ill-effects of service delivery in the PEM  
 
are discussed within the context of the Eastern Cape local  
 
spheres of government as the PEM is situated in this  
 
province. 
 
 
CHAPTER 3 - RESTRUCTURING AND TRANSFORMATION OF THE 
SOUTH  
 
AFRICAN LOCAL SPHERES OF GOVERNMENT SINCE 1994  
 
 
In this chapter an investigation into the reformation and  
 
transformation of the South African local authorities since  
 
1994 as well as the necessity for (re-)orientation and  
 
(re-)training of both the ‘old’ and ‘new’ public servants to  
 
change their mindsets and to prepare them to cope with  
 
the systems of the new democratic government, will be  
 
undertaken. The Constitutional provisions made for reforming  
 
and transforming service delivery systems in terms of the  
 
Interim Constitution of the Republic of South Africa, 1993   
 
(Act 200 of 1993); the Local Government Transition Act, 1993   
(Act 209 of 1993); the Constitution of the Republic of  
 
South Africa, 1996 (Act 108 of 1996); the White Paper on  
 
Local Government, 1998; the Local Government: Municipal  
 
Structures Act, 1998 (Act 117 of 1998); the Local  
 
Government: Cross-boundary Municipalities Act, 2000 (Act 29  
 
of 2000); the Public Service Act, 1994 (Proc 103 of 1994);  
 
the Local Government: Municipal Systems Act, 2000 (Act 32 of  
 
2000); and the White Paper on Municipal Service  
 
Partnerships, 2000, will be discussed. 
 
CHAPTER 4 – A NORMATIVE MODEL FOR ATTAINING EXCELLENCE 
IN  
 
SERVICE DELIVERY IN THE PORT ELIZABETH MUNICIPALITY 
 
 
The normative model for service delivery will be 
developed,  
 
proposed and adopted. The model is designed to accelerate  
 
service delivery in the local spheres of government, with  
 
special reference to the PEM as the locus of this study. 
The  
 
influence of the general and specific environments on  
 
service delivery is discussed. The conversion of inputs  
 
(i.e. people’s needs, demands, desires, wants and 
interests)  
 
into outputs (i.e. through legislative measures impacting 
on  
 
service delivery to ensure efficient, effective, 
affordable  
 
quality goods and services) is also discussed. 
 
 
CHAPTER 5- EMPIRICAL SURVEY OF THE EVALUATION OF THE  
 
POLICIES FOR ATTAINING EXCELLENCE IN SERVICE DELIVERY IN  
 
THE PORT ELIZABETH MUNICIPALITY 
 
 
An empirical survey of the existing services delivered by  
 
the PEM from 1994 to 1999, as well as the necessity for the  
 
communities to participate in service delivery processes,  
 
will be evaluated in this chapter. 
 
 
 
CHAPTER 6 – APPROACHES AND STRATEGIES FOR ATTAINING  
 
EXCELLENCE IN SERVICE DELIVERY IN THE 21ST CENTURY LOCAL  
 
GOVERNMENT 
 
 
In this chapter a framework for implementation of the  
 
service delivery model in the local sphere of government  
 
with specific reference to the PEM will be put forward. 
The  
 
main objective of this chapter is to emphasise the 
necessity  
 
for the development and adoption of a government-business  
 
paradigm of service delivery. 
 
 
CHAPTER 7 – SUMMARY AND RECOMMENDATIONS  
 
 
In this chapter a synopsis of the preceding chapters will be  
 
given. A number of recommendations will be made and certain  
 
conclusions drawn. 
 
 
1.9 Summary 
 
 
This introductory chapter has outlined the basic approach to  
 
this research and explained the sequence of the study. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CHAPTER 2 
    
 
AN HISTORICAL ANALYSIS OF SERVICE DELIVERY  
 
SYSTEMS OF THE FORMER GOVERNMENT PRIOR TO 1994. 
 
 
“When we look at human history we see only what happens 
on  
 
the surface, and even this is distorted in the faded 
mirror  
 
of tradition. But what had happened eluded the inquiring 
eye  
 
of the historian for the true historical event lies 
deeply  
 
buried, experienced by all and observed by none. 
Political  
 
ploys, unethical and immoral conduct, constitutional  
 
discrimination, human onslaught, and economic sanctions 
are  
 
the most incognito elements which have led to unequal  
 
service delivery in South Africa” (Jung,1934:148-149 in  
 
Saayman, 1978:47). 
   
 
 
2.0 Introduction 
 
 
This chapter provides a brief historical analysis of the   
 
evolution of the policies and processes of service delivery  
 
in South African local authorities since the European  
 
settlers set foot at the Cape of Good Hope on 6 April 1652,  
 
up until the advent of democracy on 27 April 1994. The  
 
rationale behind this is to provide the background against  
 
which the contemporary policies and processes of service  
 
delivery are developed and to see whether the current  
 
policies will achieve the desired goal of improving and  
 
sustaining the general welfare of the PEM’s citizens and  
 
South Africa in general. 
 
 
The evolution of the service delivery policies of the former  
 
government is treated within the context of the development  
 
of South African public administration as an activity with  
 
its institutions since 1652. The locus of the research is  
 
the PEM. The effects of the former government’s policies on  
 
the PEM are investigated. The factors influencing  
 
superlative service delivery, that is, political,   
 
constitutional, socio-cultural, economic and technological  
 
factors are discussed in this chapter. 
 
 
2.1 Sequential development of South African local        
 
authorities 
 
 
The South African local authorities are younger than  
 
other countries’ local authorities as they were created  
 
when one hundred European settlers settled at the Cape in  
 
1652 with the intention of running a ‘victualling  
 
station.’ South African local authorities expanded when  
 
European settlers immigrated to the Cape and some moved  
 
to the interior where they established villages, towns or  
 
municipalities (Marais, 1989:49). 
 
 
The municipal dwellers at the Cape and the newly-established  
 
municipalities provided water from the rivers and dams,  
 
collected firewood and dung, and some purchased coal and  
 
paraffin for cooking and heating purposes. Local authorities  
 
were created to provide services to the municipal dwellers  
 
in order to improve their ‘rudimentary’ way of living, for  
 
example, services such as stormwater drainage, sewerage  
 
reticulation, water, refuse collection, and electricity were  
 
delivered. Municipal dwellers were required to pay for the  
 
services rendered to them by their respective local  
 
authorities (Cloete, 1982:3-5). 
 
 
The existence of South African local authorities was  
 
constitutionally considered in 1909 in terms of the South  
 
Africa Act, 1909 (an Act which constituted the Union of  
 
South Africa), which provided that “municipal bodies must be  
 
placed under the control of the provincial councils which  
 
had to determine legislative powers of the municipal  
 
councils and draft by-laws had to be approved by the  
 
Provincial Administrator(s) before becoming municipal by- 
 
laws” (Cloete, 1982:20; Marais, 1989: 15).          
 
 
 
2.1.1 Dutch East India Company (1652-1795) 
  
 
The establishment of the South African public service was  
 
an effort made possible by the Netherlands trading  
 
company founded by Jan van Riebeeck in 1652. The main aim  
 
of the Verenigde Oost Indiesche Companje (hereafter referred  
 
to as the VOC) was to produce fresh produce and provide  
 
hospitality to sick traders moving from Western Europe to  
 
Eastern Europe, and vice versa, as well as to make a profit  
 
for the Company. The evolution of South African government  
 
is two-fold, from commercial public administration to ‘pure’  
 
public administration (Marais, 1989: 17-19). 
 
 
During the VOC’s era (1652-1795), perennial problems of  
 
governance and service delivery existed and were exacerbated  
 
by an increase in population. One of the problems was the  
 
dumping of refuse in the streets which resulted in unhealthy  
 
living conditions. The authorities realized that something  
 
had to be done. They levied taxes to improve and sustain  
 
sanitation, refuse removal, reconstruction of the streets,  
 
and the (re-)building of municipal buildings for the benefit  
 
of local inhabitants (Marais, 1989:26). 
 
 
During the era of the VOC, immigration of European settlers  
 
increased from 100 to 150 000. The increase further  
 
influenced the physical development of public institutions  
 
in the Cape and led to the establishment of other  
 
municipalities, namely: Stellenbosch in 1679; Drakenstein in  
 
1697; Swellendam in 1743; and Graaff-Reinet in 1785 (Marais,  
 
1989: 17-26). Policies were then formulated and implemented  
 
so that the ‘settlers’ welfare’ was improved and sustained,  
 
as Marais (1989:27) succinctly writes, public services such  
 
as water; sanitation; refuse removal; and road construction  
 
were provided to the local inhabitants of various  
 
municipalities to remedy the problem(s) of service delivery. 
 
This era was characterised by the absence of the doctrine of  
 
the ‘separation of powers,’ the rule of law (public  
 
institutions were not formed in terms of an Act), and local  
 
authorities were not ruled by political systems as expected  
 
of a governmental system. The municipalities of that time  
 
were governed by ‘heemraden’ – a Council system used to  
 
solve farming disputes and ‘landdrost’– a Magisterial system  
 
used to manage local affairs (Cloete, 1978:13-14).  
  
 
2.1.2 First British occupation of the Cape (1795-1803) 
 
 
According to Marais (1989:34), the South African public  
 
service on the 6 September 1795 changed for the better  
 
during the first British occupation in that it became  
 
‘public’ after being ‘commercial.’ The change was  
 
evidenced by the introduction of customs duties (tax on  
 
imports and exports used as an additional source of  
 
revenue for local services provided), the weak mayoral  
 
system, various committee systems, the career system, and  
 
the Westminster system in the local authorities. The  
 
introduction of the above systems was done in terms of  
 
the Cape Municipal Ordinance, 1836 (O.9 of 1836), which  
 
was drafted in Britain and resulted in a well-qualified,  
 
trained, and experienced management cadre in all white  
 
municipalities. The ‘burgher Senate’ system was developed to  
 
manage and administer municipal affairs, and the following  
 
institutions such as the Post Office in 1798; the department  
 
of Agriculture and a model farm in 1800 were established  
 
within the jurisdiction of the municipalities to effectively  
 
render social services to the local inhabitants (Marais,  
 
1989:35-36; Cloete, 1982: 6). 
 
 
2.1.3 Development of the Batavian government in the Cape       
(1803-1806) 
 
 
Law and order have to prevail in a society to prevent chaos. 
 
“Society can be made happy only and be content through  
 
good and just laws and good and just institutions” (de  
 
Mist, 1803: 229 in Marais, 1989:40).  
 
 
The advent of the Batavian (the Netherlands under French  
 
revolutionary tutelage) system of government on 1 March  
 
1803 prohibited public participation in the process of  
 
governance and administration. The Batavian system kept  
 
municipal administration detached from party politics,  
 
and introduced public responsibility and public  
 
efficiency in the management of municipal affairs as well  
 
as defined the functions of public servants so as to  
 
effectively meet the needs of the local inhabitants (Marais,  
 
1989:42).  
 
 
The ‘ward’ system, i.e. the division of magisterial  
 
districts into manageable areas, was introduced together  
 
with other municipal institutions to administer service  
 
provision, such as the Departments of Agriculture and Public  
 
Works which involved hospitals and trade, shipping and  
 
fisheries (Marais, 1989:44).                                                                                       
 
2.1.4 Second British occupation of the Cape (1806-1910) 
 
 
The second British occupation of the Cape serves as a  
 
point of departure in explaining the constitutional and  
 
administrative developments of the public service at the  
 
Cape, which are of value to the foundations of the  
 
contemporary South African public service, particularly the  
 
local spheres of government (Marais, 1989:35). 
 
 
 
The constitutional developments included the introduction  
 
of legislative, executive and judicial systems, as well as  
 
developing lawful institutions for the purpose of policy- 
 
making, execution and adjudication, while the administrative  
 
developments involved the departmentalisation of human  
 
resources and infrastructure. Marais (1989:87) agrees by  
 
writing that the South African public service during the  
 
British period (1806-1910) “…went through various stages,  
 
ended with full representation as well as adequate and  
 
suitable legislative institutions. The public service started  
 
with minimal infrastructure and ended up with a fully  
 
developed departmental infrastructure in 1910.” For  
 
example, the Departments of Water Affairs, Public Works,  
 
Posts and Telegraphs, Welfare, Printing, and Land Affairs  
 
were developed with the aim of delivering more and  
 
diverse services to the communities as soon as possible. 
 
During this period, the establishment of local authorities  
 
such as the PEM in 1820, Durban in 1828, Bloemfontein in  
 
1846, Pietermaritzburg in 1839, Pretoria in 1855, and  
 
Johannesburg in 1886, were evidenced. The second era was  
 
characterised by an Anglicisation of the public service,  
 
legalised public institutions, and the functions of public  
 
servants were stipulated in the acts, ordinances and by- 
 
laws (Marais, 1989:56). 
 
 
The systems introduced by the British during the first  
 
annexation of South Africa were implemented mutatis  
 
mutandis, together with the following systems which were  
 
used to administer the municipal affairs of the various  
 
local authorities (Cloete, 1982:10; Marais, 1989:9). These  
 
systems were as follows: 
 
-‘Heemraden’ Councillor system to solve farming disputes 
 
-‘Landdrost’ Magistrates system to manage local affairs 
 
-‘College van Commissarissen uit den Raad van Justitia’  
 
College of Commissioners out of the Council of Justice  
 
system was created to administer local affairs at the  
 
Cape 
 
-‘Burgersenaat’ Citizens’ Senate system 
 
-‘Raadder Gemeente’ Council of the Municipality system 
 
-Elected Municipal Council system established in terms of  
 
the Cape Municipal Ordinance, 1836 (O.9 of 1836), which  
 
 
replaced all the above systems (Cloete, 1982:18-20; Marais,  
 
1989:89). 
 
 
2.1.5 The Union of South Africa (1910-1961) 
 
 
The point of departure of this section serves to explain  
 
the constitutional and administrative developments of  
 
South African local authorities from the time when South  
 
Africa became a unitary State (Union) in 1910 as provided  
 
for in the South Africa Act, 1909, until the Republic of  
 
South Africa came into being in 1961. The focus is on 
 
ascertaining the efficiency and effectiveness of the  
 
policies for superlative service delivery in the four  
 
provinces, as well as comprehending the constitutional and  
 
administrative development of South African local  
 
authorities in terms of the Cape Municipal Ordinance, 1836 
 
(O.9 of 1836), which made provision for the existence of  
 
local authorities in the four provinces, namely the Cape in  
 
1836, the Natal in 1847, the Transvaal in 1853, and the  
 
Orange Free State in 1856 (Marais, 1989:64). 
 
 
 
The South Africa Act, 1909, Section 85 ”made provincial  
 
councils responsible for municipal and other local  
 
authorities, and Section 93 provided that all powers,  
 
authority and functions lawfully exercised at the  
 
commencement of the Act shall be and remain in force  
 
until varied or withdrawn by Parliament or the provincial  
 
councils having powers in that behalf” (Cloete, 1982:243).  
 
Various local authorities in the four provinces in terms of  
 
the South Africa Act, 1909, formed the third level (or  
 
sphere of government in modern terms), which had no  
 
constitutionally stipulated charter or ’home rule’ rights  
 
(Worrall, 1971:116).                            
 
                                             
2.1.5.1 Types of local authorities which existed during  
 
the Union of South Africa 
 
 
According to Worrall (1971:116), South Africa was endowed 
 
with heterogeneous local authorities which varied according 
 
to size, area of jurisdiction, powers, functions, and sources 
 
of revenue; and it was characterised by a lack of uniformity  
 
as well as mismanagement of financial resources. The  
 
magnitude of local authorities formed after the inception  
 
of the Union in 1910 are examined below.  
 
 
2.1.5.1.1 Rural local authorities 
 
 
Rural local authorities in South Africa were established  
 
by the Cape Parliament in 1855 and later managed and  
 
administered by the Cape Divisional Councils Ordinance,  
 
1952 (O.15 of 1952). In terms of this Ordinance they  
 
levied taxes on fixed properties and were dependent upon  
 
the Central and the Cape Provincial levels of government  
 
for funding (Worrall, 1971:116; Cloete, 1982: 16). Rural  
 
local authorities were found in both jurisdictions of the  
 
Union and of the Homelands (the so-called Bantustans).  
 
 
2.1.5.1.2 Peri-urban local authorities   
 
 
Peri-urban local authorities were categorically classified  
 
into rural and urban areas and varied in size. Some peri- 
 
urban local authorities were ‘independent’ in terms of  
 
legislation and financial resources, while others were  
 
‘dependent’ either on the Regional Services Councils or 
their  
 
respective provincial councils (Worrall, 1971:118). 
 
 
Municipal services such as water, sanitation, stormwater  
 
drainage, electricity and abattoirs, as well as street  
 
construction, were done on behalf of the ‘dependent’ peri- 
 
urban local authorities, and the process of taxation on  
 
local dwellers was carried out by the provincial councils.  
 
For example, Black and Coloured municipal bodies were under  
 
the auspices of White municipalities and Regional Services  
 
Councils. The task of service provision by the provincial  
 
councils might have ceased once the ‘dependent’ authorities  
 
had reached a suitable level of development which was  
 
envisaged by provincial councils or an urban local authority  
 
(Worrall, 1971:120). 
 
 
 
2.1.5.1.3 Urban local authorities 
 
 
Urban local authorities in South Africa were established  
 
in terms of provincial legislation, that is, the Local  
 
Government Ordinance, 1945 (O.17 of 1945). These local  
 
authorities varied according to the size of their population,  
 
physical area covered, range of functions performed, powers  
 
and authority given, as well as the size of their  
 
bureaucracies. Due to ‘push’ factors in the rural areas and  
 
the ‘pull’ factors in the urban areas, the Black population  
 
engaged themselves in the process of urbanization (i.e. the  
 
movement of people from rural areas to urban areas), and this  
 
led to the White local authorities in the urban areas  
 
formulating laws which prevented Black and White inhabitants  
 
from living together. Resultantly, they could not benefit  
 
equally in regard to services delivered to them in the same  
 
area (Worrall, 1971:116-123). 
 
 
 
The old PEM (i.e. prior to the One-City agreement in 1994),  
 
had five different municipalities, viz. the PEM catered for  
 
services to White people only; the Ibhayi; the Motherwell;  
 
and the KwaMagxaki/ KwaDwesi municipalities catered for  
 
services to Blacks only; and the Coloured and Indian  
 
municipalities rendered services to Coloureds and Indians  
 
(Port Elizabeth One-City Agreement, 1994). Worrall (1971:121)  
 
and Hilliard (1991:75-77) stress this immoral and inhumane  
 
act of segregation succinctly by writing that laws were  
 
promulgated throughout the country since the advent of the  
 
Union of South Africa in 1910 which curbed the right of  
 
freedom of movement of the Black people [Africans, Coloureds,  
 
and Indians], for example, the Black Labour Regulation Act,  
 
1911 (Act 15 of 1911); the Natives (Urban Areas)  
 
Consolidation Act, 1945 (Act 25 of 1945), as amended; the  
 
Black Land Act, 1913 (Act 27 of 1913); the Group Areas  
 
Act, 1966 (Act 36 of 1966); and the Rural Coloured Areas Act,  
 
1963 (Act 24 of 1963).     
 
 
2.1.5.1.4 Black local authorities 
 
 
The Black local authorities existed after the inception of  
 
the Union of South Africa in 1910 and prevailed in all four  
 
provinces constituting the Union. Although the local  
 
authorities were established at different times, they had  
 
similar goals of maintaining separate areas for Whites and  
 
Blacks. Acts and Ordinances were drafted, adopted and  
 
implemented to attain and reserve separate land for Whites  
 
and Blacks (Marais, 1989: 124).   
 
 
 
The Black urban and rural local authorities adhered to the  
 
Government’s policy of separate development, hence separate  
 
areas for Whites and Blacks throughout the country were  
 
maintained through the government’s policies. Poor standards  
 
of management and administration caused by a shortage of  
 
skills in all areas of management; insufficient financial  
 
resources; duplication and overlapping of activities within  
 
one department or local authority; a shortage of  
 
administrative infrastructure; mismanagement of funds, as  
 
well as corruption by government officials caused poor  
 
quality services to be rendered to dwellers in Black  
 
residential areas. Both urban and rural Black local  
 
authorities were legally under the control and supervision of  
 
provincial councils managed by the white minority (Cloete,  
 
1992:25-26; Marais, 1989: 236). 
 
 
 
2.1.6. South African local authorities under the Republic  
 
of South Africa (1961-1994) 
 
 
South Africa became a Republic on 31 May 1961. Its  
 
foundations were laid in terms of the Republic of South  
 
Africa Constitution Act, 1961 (Act 32 of 1961). With respect  
 
to the local authorities of the four provinces, the Act  
 
provided that all by-laws would be subject to the approval  
 
of the Administrator of the respective province before being  
 
enforced. Acts of Parliament and provincial ordinances would  
 
control and specify sources of revenue of local authorities,  
 
and local authorities were not allowed to rate properties of  
 
their relevant provinces as well as those of the State.  
 
Section 84 of Act 32 of 1961 maintained that South African  
 
local authorities “be made the responsibility of the  
 
provincial councils” (Cloete, 1982: 244). 
 
 
The inception of the Republic of South Africa did not bring  
 
any democratic changes that enhanced the welfare of each and  
 
every citizen of the country, but the Republic of South  
 
 
Africa Constitution Act, 1961 (Act 32 of 1961), further 
 
perpetuated separate areas for Blacks and Whites in the four  
 
provinces and thus maintained the provisions of the South  
 
Africa Act, 1909. The process of service delivery in the  
 
White local authorities was administered ‘efficiently,  
 
effectively and economically’ as compared to those  
 
administered on behalf of Blacks by Whites (Marais, 
 
1989:142). 
 
 
 
2.2 General functions of local authorities  
 
 
The main purpose and function of local authorities is to  
 
democratically govern local dwellers, and to provide social  
 
services to the communities as the closest government to the  
 
community so as to further promote and sustain democratic  
 
governance at grassroots level (Cloete, 1982:23). 
 
 
 
The functions of local authorities prior to 1994 were  
 
considered mutatis mutandis to be functions of the modern  
 
local authorities, and were as follows: provision of water,  
 
provision of electricity, abattoirs, rubbish and night-soil  
 
disposal, provision of health services, protection of the  
 
environment, community development, provision of houses,  
 
town and city planning, licences, and library services  
 
(Cloete, 1982:23; RDP, 1994:1). 
 
 
 
2.3 External factors influencing service delivery in  
 
South African local authorities  
 
 
The service delivery of South African local authorities was 
 
and is influenced by external factors such as  
 
constitutional, political, socio-cultural, economic, and  
 
technological factors. These factors had and have a negative  
 
effect on the process of service provision and are embedded  
 
in the external and internal environments in which service  
 
delivery takes place and are examined separately below. 
 
 
2.3.1 Constitutional factors 
 
 
The reason for considering constitutional factors is that  
 
the local spheres of government are creatures of statute.  
 
This means that the local spheres of government have 
legal  
 
capacity to exist and to exercise their powers and 
functions  
 
as embedded in the constitution (the supreme law) of the  
 
country.  
 
 
Schultz & Caulfield (1993: 30), further elucidate the above  
 
fact by writing that “what local authorities do is therefore  
 
constrained, directed, and circumscribed by the legal  
 
framework that Parliament and the provincial councils set.”  
 
For example, the first Act promulgated in South Africa in  
 
1894, was “the Glen Grey Act, 1894, which provided  
 
individual land tenure and a form of self-government to the  
 
Nguni tribes in the former Transkei and Ciskei, and further  
 
presented a shift in the British policy from the belief that  
 
Europeans and Africans could peacefully stay together to the  
 
decision that they could not, and that ‘separate  
 
development’ was the  remedy to racial problems” (Marais,  
 
1989:50). Another Act promulgated was the South Africa Act,  
 
1909, (the Act which laid the foundations of the Union of  
 
South Africa in 1910) and which entrenched the fact that   
 
“municipal bodies must be placed under the control of the  
 
provincial councils which had to determine legislative  
 
powers of the municipal councils” (Cloete, 1982:243). 
 
 
It is evident that the above-mentioned Acts formed the  
 
basis of legislated discrimination which had ill-effects  
 
on service delivery provided by South African local  
 
authorities subsequently established until 1994. The 1909  
 
Act set a precedent for the enactment of other Acts in  
 
which apartheid policies were applied and were prevalent,  
 
such as the Natives Labour Agent Act, 1899 (Act 6 of 1899),  
 
which promoted black slavery, the Land Act, 1913 (Act 27 of  
 
1913), which allocated certain permanent housing to Blacks  
 
and prohibited the possession of land by Blacks outside such  
 
areas; the Representation of Blacks Act, 1936 (Act 12 of  
 
1936), which provided that Blacks could elect four Whites to  
 
represent them in the Senate, the Separate Representation of  
 
Voters Act, 1951 (Act 46 of 1951), which provided for a  
 
separate voters roll for Blacks qualified to vote (Cloete,  
 
1985:18).  
All these Acts, according to Van Aardt (1994:3), laid the  
 
“groundwork for the National Party which came into power in  
 
1948, on the basis of their promise to implement racial  
 
segregation and to ensure white supremacy.” After 1948 the  
 
National Party, through its promises which ignited the  
 
powder-keg which blew itself up in 1994 by losing in the  
 
elections, enacted the following Acts which had negative  
 
effects on the local inhabitants of various local  
 
authorities, namely: the Group Areas Act, 1966 (Act 36 of  
 
1966), which allocated specific residential areas to  
 
different racial groups, and the Black Authority Act, 1951  
 
(Act 68 of 1951). 
 
 
 
The Status of the Union Act, 1934 (Act 69 of 1934), and the  
 
Republic of South Africa Constitution Act, 1961 (Act 32 of  
 
1961), were promulgated with the objective of separate  
 
development. Through these Acts, the local authorities of  
 
the four provinces were forced to implement residential  
 
segregation, and, in terms of the Acts, were delegated  
 
powers to build and administer ‘native locations’ and to  
 
control African housing (Heymans & Tőtemeyer, 1988: 80).  
 
The Republic of South Africa Constitution Act, 1983 (Act 110  
 
of 1983), introduced a tricameral parliamentary system and  
 
the system of ‘own’ and ‘general’ affairs. The 1983  
 
Constitution failed to enshrine the rights and status of  
 
local governments (Heymans & Tőtemeyer, 1988: 52). This led  
 
to the establishment of the Regional Services Councils  
 
(hereafter referred to as RSCs) in terms of the Regional  
 
Services Councils Act, 1985 (Act 109 of 1985), with the  
 
proviso that the RSCs, inter alia, attain economies of  
 
scale and increase efficiency and effectiveness by reducing  
 
duplication and overlapping of services; improving the  
 
infrastructure in Black, Coloured and Indian local  
 
authorities; and facilitating multi-racialism in terms of  
 
decision-making. These institutions were regarded as  
 
“pseudo-democratic institutions” used to retard the process  
 
of delivery and prolonged the inclusion of Blacks into  
 
governance (Hilliard, 1997:16). 
 
 
The vast corpus of these unfair, immoral and unreasonable  
 
Acts, which implemented segregated local authorities,  
 
resulted in the poor, inefficient, ineffective and  
 
uneconomical process of service delivery. The process of  
 
service delivery and the system of governance in the ‘old’  
 
local authorities was not inclusive, open, and democratic  
 
(Cloete, 1982: 20).   
 
 
 
All the segregative laws were abolished in 1994 when the  
 
Government of National Unity (hereafter referred to as 
the  
 
GNU) came into power with its policies of transforming 
the  
 
entire public service in respect of its process of 
delivery.  
 
The interim Constitution of the Republic of South Africa,  
 
 
1993 (Act 200 of 1993), made provision for a democratic,  
 
non-racial South Africa. Currently, all Acts and 
Ordinances  
 
that affect the local spheres of government are listed in  
 
the White Paper on Local Government, 1998. It is evident  
 
that all legislation promulgated prior to 1994 in respect 
of  
 
service delivery contained elements of unreasonableness 
and  
 
unfairness towards the real development and satisfaction 
of  
 
the social needs of each South African citizen (White 
Paper  
 
on Local Government, 1998.) 
 
 
2.3.2 Political factors 
 
 
Political factors that influence service delivery are  
 
contained in the methodological thinking-patterns of  
 
politicians (e.g. Parliamentarians and Councillors) as  
 
policy-makers at the central, provincial and local spheres  
 
of government, the ideology of the political party in power,  
 
the policy of the Government, the interaction of government  
 
with interest groups, and the penetration of politics into  
 
the administrative area(s) of non-partisan public officials,  
 
particularly those in government departments responsible for  
 
delivering social services. Fox, et al. (1991:19) agree by  
 
writing that “the political system of a society is the way  
 
in which the society is governed and is formed by political  
 
ideas, philosophy and political ideology on the basis of the  
 
political environment.” The negative influence of political  
 
factors can create instability and violence, ineffective  
 
political parties and public apathy. The political factors  
 
and processes influencing service delivery are profoundly  
 
shaped and driven by political parties through their  
 
policies, and by the system of representation in local  
 
authorities, by interest or pressure groups, and by public  
 
opinion (Cloete, 1995:34-35; Fox, et al. 1991:19). It is  
 
thus imperative to depoliticise the process of the rendering  
 
of community services.    
 
 
The reason for considering these factors is because local  
 
authorities are one of the channels “through which public  
 
services can be provided as a local authority and its  
 
council are seen more as a mechanism of governing; and it is  
 
their political role which makes them to be distinctive”  
 
(Barratt & Downs, 1988:1). 
 
 
The political history of the South African local spheres of  
 
government began in the twentieth century and involves the  
 
establishment of the erstwhile provinces of the Cape of  
 
Good Hope, Natal, Orange Free State, and Transvaal with  
 
their local authorities, the advent of the Union of South  
 
Africa, the development of ‘separate local authorities’ in  
 
terms of the South Africa Act, 1909, the political ideology  
 
and rule of the National Party from 1948-1994, and the  
 
political protest by interest and pressure groups since 1912  
 
(Cloete, 1995:152; Hilliard, 1997:10). The political factors  
 
and the way in which they influenced service delivery are  
 
treated hereunder:  
 
 
2.3.2.1 The influence of political institutions on  
 
service delivery prior to 1994       
 
 
Political promises should be translated into action,  
 
otherwise government could lose credibility. 
 
“The man who promises everything is sure to fulfill nothing,  
 
and everyone who promises too much is in danger of using  
 
evil in order to carry out promises, and is already on the  
 
road to perdition” (Saayman, 1990: 6). 
 
 
The implementation of the apartheid ideology in 1948 as the  
 
formal policy of the National Party Government was the  
 
continuation of the enacted separatist policies or racism  
 
which all local authorities had to implement. The racial  
 
policies of the National Party were formulated in 1935 by  
 
the Afrikaner Broederbond [a secretive organisation  
 
established in 1918 to (further) promote the interests of  
 
the Afrikaans-speaking populace, and to break the shackles  
 
of British supremacy so as to replace all the English  
 
populace with Afrikaners in government institutions,  
 
corporate institutions, and neo-governmental institutions]  
 
(Ferreira, 1996:60). 
 
 
Ferreira (1996: 20), states that ‘grand apartheid’ as an  
 
official policy which the National Party implemented when  
 
it came to power in 1948 was spelt out in the speech of  
 
Professor A.N. Pelzer that “the Afrikaner Broederbond had  
 
already formulated a policy that can be regarded as crucial  
 
in this respect (total mass segregation should not only be  
 
stated as the ideal, but also should be the immediate  
 
practical policy of the State).” 
 
 
Separate development policies were the promises made by the  
 
National Party which had negative effects on the process of  
 
service delivery since 1948 until 1994. Politically, local  
 
governments were seen as agents of the Nationalist  
 
government to execute the separatist policies such as the  
 
various packages of influx control policies, the land use  
 
patterns, the residential segregation and unequal service  
 
provision such as housing, water, electricity, as well as  
 
the financing mechanisms (Heymans & Tőtemeyer, 1988:184). 
 
In this context, the Black (Africans, Coloureds and Indians)  
 
local authorities were established countrywide for “the  
 
purpose of ensuring that the systematic and uniform  
 
application of grand apartheid in the townships, plus  
 
Coloured and Indian areas would be achieved” (Heymans &  
 
Tőtemeyer, 1988:184). 
 
 
The Black local authorities in particular were regarded as  
 
“corollaries of the homeland system and as extensions of the  
 
policy of separate development” (Heymans & Tőtemeyer, 1988:  
 
101;185). The irony of the application of the representation  
 
system was its rejection of the Africans’, Coloureds’ and  
 
Indians’ right to elect their own political representatives  
 
to the councils. Instead, they were given limited rights of  
 
electing White councillors to represent them (i.e. Blacks)  
 
in the RSCs as administrators and councillors (Heymans &  
 
Tőtemeyer, 1988: 105). 
 
 
 
2.3.2.2 Influence of interest and pressure groups on       
 
service delivery prior to 1994 
 
 
The political agenda of the National Party was unacceptable  
 
to the Black community and to some White population groups  
 
from its inception, because it benefited only a few people  
  
(i.e. the White minority) with regard to service delivery  
 
and job placement in the public service. Heymans & Tőtemeyer  
 
(1988:185) agree that “the new post-1948 National Party  
 
government proceeded to systematise and rationalise influx  
 
control and separate development on all levels.” In the  
 
Eastern Cape and in Port Elizabeth in particular, service  
 
provision was influenced by township political instability  
 
as township residents were against the ideology of apartheid  
 
implemented by Black local authorities.  
 
 
Interest groups like the African National Congress  
 
(hereafter referred to as the ANC), the South African  
 
Communist Party (hereafter referred to as the SACP), the Pan  
 
Africanist Congress (hereafter referred to as the PAC) and  
 
the trade unions reacted against the separate development 
 
apartheid policies by protesting against the government. For  
 
instance, when the government promulgated the Population  
 
Registration Act, 1952 (Act 2 of 1952), the ANC launched the  
 
Defiance of Unjust Laws Campaign, engaging in political mass  
 
action, countrywide strikes and consumer boycotts which had  
 
a crippling effect on government processes (Van Aardt,  
 
1994:4).  
 
 
These groups, according to Heymans & Tőtemeyer (1988:193)  
 
and Hilliard (1997:16), contended that RSCs and the Black  
 
municipalities were “unacceptable to the Black community  
 
because they were imposed in a top-down fashion, were  
 
undemocratic and illegitimate, just as other Black local  
 
councils, and were instituted to siphon off funds from the  
 
Black areas to the White areas; they were pseudo-authorities  
 
ready to implement apartheid policies so as to inhibit  
 
Blacks from participating in democratic governance.” 
 
 
The strategies and tactics employed by Blacks against the  
 
policy of separate development and the ideology itself were  
 
that the ”black majority are not demanding solutions, but  
 
rather the right to participate in the formulation of  
 
solutions” (Heymans & Tőtemeyer 1988: 184). The former  
 
government denied Blacks the right to participate in the  
 
election processes in order to contribute to the process of  
 
service delivery for the benefit of the entire nation.         
Stewart (1988:12) writes that ”the management in political  
 
institutions requires political sensitivity and that as  
 
society changes so does the politics of local government.”  
 
The local authorities must concentrate on developing  
 
strategies and policies that will enhance the promotion of  
 
the general welfare. Meeting the basic needs of local   
 
dwellers is the best thing a municipality can do and  
 
be proud of.  
 
 
The genesis of the ‘separate development’ policy in South  
 
African local authorities (Black and White) resulted in  
 
political instability and violence, as Schuring, et al. (in  
 
Heymans & Tőtemeyer, 1988:108) write that local authorities  
 
were “characterized by a lack of trust; tension and  
 
suspicion” amongst councillors serving in the joint services  
 
committees which were established to render services and  
 
redistribute income from the White local authorities to  
 
Black, Coloured and Indian local authorities.  
 
 
From 1910, decisions concerning service delivery for the  
 
city-dwellers were made in bad faith and neglected to make  
 
the process of service delivery efficient, effective,  
 
economical, and professional. The decisions lacked those  
 
moral standards that would promote and sustain the wishes of  
 
the entire population (Heymans & Tőtemeyer, 1988:184). 
 
 
2.3.3 Socio-cultural factors 
 
 
Socio-cultural factors that influence services include  
 
demographic characteristics, ethnicity, the urbanisation  
 
process, cultural and religious beliefs and values, and the  
 
changing and unlimited needs of society in general. The  
 
recruitment and the placement of government officials, and  
 
the methods in which they render public services, could have  
 
an impact or effect on service delivery (Fox, et al. 1991: 
 
20). 
 
 
The effects of the ethnic factor in local authorities can 
be  
 
traced back to the arrival of the European settlers in 
1652  
 
and is embedded in ethnocentrism. According to Ferreira  
 
(1996:44-46), the concept ethnocentrism implies 
“prejudice,  
 
intolerance, and discrimination between groups of 
cultural  
 
entities.” This concept later manifested itself in the  
 
‘doctrine of apartheid’ adopted and implemented in the  
 
government, neo-government and corporate institutions by 
the  
 
Nationalist Government in 1948.   
 
 
The implementation of ethnocentrism in the form of  
 
‘segregative development’ policies fragmented South African  
 
society into two racial groups, viz. Whites and non-Whites  
 
(Africans, Coloureds, and Indians) who benefited unequally  
 
from the community’s basic services (Heymans & Tőtemeyer,  
 
1988:194).  
 
 
 
In the South African context, it laid good socio-economic  
 
foundations for Whites as government recruited and deployed  
 
them in the top positions of the civil service. Whites  
 
occupied better residential areas with standardized  
 
geographic conditions and received quality services rendered  
 
by their local authorities in a cost-effective way. The  
 
majority (non-Whites) occupied lower positions in the civil  
 
service, did not participate in the decision-making  
 
processes on issues of governance, occupied the less- 
 
developed parts of residential areas and ‘enjoyed’ fewer  
 
public services rendered to them by illegitimate and  
 
undemocratic local authorities (Heymans &  Tőtemeyer,  
 
1988:185-187). 
 
 
Heymans & Tőtemeyer (1988:185-187) write: “the equation  
 
of low economic growth, high unemployment, high levels of  
 
poverty and societal instability” had ill-effects on the  
 
rendering of social services to different local dwellers.  
 
For instance, large African families attained a small stake  
 
in the economy and less, non-cost-effective social services,  
 
while the ‘small White families’ attained a large share of  
 
the economy and cost-effective social services (Van Aardt,  
 
1994:17). In future, it is crucial for the government to  
 
consider the rate of increase of the population and the  
 
factors causing such increases when engaging in formulating  
 
policies for service delivery. 
 
 
Urbanisation had negative effects on service delivery. This  
 
will become clear when the factors affecting urbanisation  
 
(rural-urban migration, or the movement of people from rural  
 
areas to urban areas) are analysed carefully, viz. urban  
 
‘pull’ and urban ‘push’ factors, and rural ‘pull’ and rural  
 
‘push’ factors (Heymans & Tőtemeyer, 1988:5). With regard to  
 
service delivery, urban ‘pull’ factors result in  
 
qualitatively better services provided by urban local  
 
authorities, but are scarce in rural local authorities, for  
 
instance, electricity, sewerage disposal, water, houses,  
 
schools, public transport, and public health services. While  
 
the urban ‘push’ factors result in overcrowding, and a lack  
 
of accommodation which resulted in the construction of  
 
squatter camps and slum areas because some of the services  
 
rendered do not touch these areas, or the services are  
 
inefficient and ineffective (Hilliard, 1997:46). 
 
 
The urban Blacks refused to pay for the services rendered to  
 
them, therefore a problem of sustaining the process of  
 
delivery was prevalent in urban local authorities (Heymans &  
 
Tőtemeyer, 1988:108).  
 
 
 
2.3.4 Technological factors 
 
 
Technological factors should be considered by public 
 
officials as it could mean a major improvement and have an  
 
impact on social life, but if ignored could negatively  
 
affect and retard the process of service provision. Factors  
 
that have an effect on service delivery involve a lack of  
technological skills, a lack of expertise in the field of  
 
technology, and a shortage of quality machinery and   
 
equipment in all South African local authorities (Fox, et  
 
al. 1994:20). 
 
 
Fox, et al. (1994:20) regard technology as the “use of  
 
machinery and processes to produce and distribute goods  
 
and services.” This means that technology is an auxiliary  
 
aid which aids the process of delivery in order for it to be  
 
efficient and effective. The development and application of  
 
technology in the local spheres of government for the  
 
purpose of service delivery must be encouraged. The central  
 
and provincial spheres of government must intervene by  
 
providing advice and directives or training on how to use  
 
the new machinery for the benefit of their communities.  
 
 
 
2.3.5 Economic factors 
 
 
When a policy is made, the economic aspects of the policy  
 
must be considered. Funding is required prior to delivery,  
 
and thereafter the process of service delivery must be  
 
sustainable so that the local spheres of government can stay  
 
in operation in order to enhance and promote the welfare of  
 
the local inhabitants (Fox, et al. 1994:20). Economic  
 
factors considered in this section include economic  
 
philosophy, structure of the economy, the availability and  
 
distribution of resources to various local authorities, the  
 
participation of the community in sustaining their  
 
respective local authorities, and the effects of economic  
 
sanctions on local authorities (Fox, et al. 1994:20). The  
 
sanctions policy was introduced with the aim of ending  
 
apartheid and the web of segregative legislation and  
 
practices in government institutions, as well as influencing  
 
the labour market, i.e. where the access of Blacks to  
 
skilled jobs and the entry of Blacks into the European  
 
sector of the economy was rejected (Heymans & Tőtemeyer,  
 
1988:80;92).  
 
 
Heymans & Tőtemeyer (1988: 81) write that “local government  
 
which taxes people who have no part in the decision-making  
 
process will be hard-pressed to win the support of its  
 
taxpayers and will suffer from a poor tax-collecting  
 
record.” The Black local authorities were frequently in  
 
deficit and failed to provide social services efficiently  
 
and cost-effectively.  
 
 
The effects of the rent boycotts in Port Elizabeth  
 
contributed negatively to the process of service delivery  
 
because “it reduced the already parlous financial position  
 
of the municipality and forced the state to provide  
 
extensive bridging finance to secure the progressive  
 
financial and administrative existence of the municipality”  
 
(Heymans & Tőtemeyer, 1988:113). Black local authorities  
 
defaulted on paying off the services consumed by their local  
 
inhabitants and White inhabitants (regarded as the ‘haves’)  
 
had to pay all the services provided by the “old” PEM from  
 
their individual and business funding sources. 
 
 
 
2.4 The legacy of ”poor” service delivery in the Eastern  
 
Cape local spheres of government 
 
 
The ascendancy to power of the Nationalist Government in  
 
1948, with its overriding ideological philosophy of  
 
separate development, resulted in the legacy of poor  
 
service delivery at the local levels (presently called  
 
spheres) of government which were later inherited by the  
 
GNU in 1994 (Cloete, 1978: 58).  
 
 
The locus of this research, the PEM, is located in the  
 
Eastern Cape Province which is located in the south-eastern  
 
part of South Africa and constitutes the former Eastern  
 
Province, the North–Eastern Cape and the Border area, and  
 
the former Homelands of Ciskei and Transkei. It borders on  
 
the Indian Ocean in the south-east, the Free State and the  
 
Kingdom of Lesotho in the north, the Western and the  
 
Northern Cape provinces in the south-west, and KwaZulu-Natal  
 
in the North-East (Map of the Republic of South Africa). 
 
 
 
The Eastern Cape is the second largest province in the  
 
country and comprises an estimated area of 170,616 square 
 
kilometres and 13,6% of the total surface area of the  
 
country. The former Cape area contributed 69,7%, the former  
 
Transkei 26,6%, and the former Ciskei 4,7% of the surface  
 
area. It has the third largest number of dwellers of all  
 
nine provinces, with a population of 6,9 million which in  
 
1994 was made up of 88,8% Blacks, 5,9% Coloureds, and 5,3%  
 
Whites (South African Year Book, 1995:14).  
 
 
 
The legacy of apartheid pertaining to service delivery in  
 
the PEM was caused by the fact that it was administered  
 
differently with different systems of service delivery for  
 
different races. The apartheid ideology was in existence for  
 
decades and was implemented by all local authorities in the  
 
Eastern Cape (Cloete, 1982: 57; Van Aardt, 1994: 47).  
 
The legacy revealed itself in the high population growth  
 
rate and the poor educational systems which resulted in a  
 
lack and/ or shortage of technologically and academically  
 
skilled human resources, and economic instability (i.e. in  
 
the form of a high rate of unemployment and economic  
 
boycotts). The East Cape Province and its local spheres of  
 
government are now attempting to remedy the situation caused  
 
by apartheid (South African Year Book, 1995:14-15).  
 
 
2.4.1 The policies of service delivery of the former Cape    
 
local authorities in the Eastern Cape 
 
 
The White local authorities in the Eastern Cape were all  
 
under the jurisdiction of the Cape region and were  
 
established to execute the apartheid policies, as “their  
 
creation represented the watermark of apartheid as these  
 
municipalities acted as agents of the central state and  
 
did so within a broadly defined set of legislative  
 
parameters” (Van Aardt, 1994: 47; Heymans & Tőtemeyer, 1988:  
 
90-91). The following White local authorities were developed  
 
and provided ‘quality’ services to their electorate  
 
efficiently and effectively, viz. Aberdeen, Adelaide,  
 
Albany, Albertina, Alexandria, Aliwal North, Barkly-East,  
 
Bathurst, Bedford, Cathcart, Cradock, East London, Elliot,  
 
Fort Beaufort, Graaff-Reinet, Hankey, Hofmeyer, Humansdorp,  
 
Jansenville, Joubertina, King William’s Town, Kirkwood,  
 
Komga, Lady Grey, Maclear, Middleburg, Molteno, Pearston,  
 
Port Elizabeth, Queenstown, Somerset East, Sterkstroom,  
 
Steynsburg, Steytlerville, Stutterheim, Tarkastad,  
 
Uitenhage, Venterstad, Willowmore, and Woodehouse (Map of  
 
the Republic of South Africa).   
 
 
 
Within the boundaries of the ‘old’ PEM, the Black local  
 
authorities existed under the administrative hegemony of  
 
White rule. The PEM was delegated the powers to develop and  
 
administer Black municipalities and to control the process  
 
of service delivery by implementing residentially segregated  
 
policies, influx control policies, and job reservation  
 
policies within the municipality (Cloete, 1978:156). The  
 
policies of the old PEM did not allow Black local  
 
authorities, for example, the old Ibhayi, Motherwell, and  
 
KwaMagxaki, and the Coloured and Indian local authorities to  
 
become well-endowed infrastructurally and financially,  
 
although PEM was infrastructurally sound and financially  
 
viable and could effectively and efficiently meet its goals  
 
(Heymans & Tőtemeyer, 1988: 110; Cloete, 1978: 157). 
 
 
Marais (1989:110), writes that “apartheid-style  
 
administration and financing systems condoned white  
 
ratepayers to enjoy a high level of services which was based  
 
on a jealously-guarded political system.” The policies of  
 
the former government regarded the White local authorities  
 
as functioning as democratic structures accountable to a  
 
racially exclusive White electorate.  
 
 
These policies were abolished when the GNU ushered in a new  
 
dispensation on 27 April 1994. With reference to the ‘old’  
 
PEM, the racial policies were abolished after the signing of  
 
the One-City agreement. The GNU devised a unified democratic  
 
system of governance and encouraged co-operative governance  
 
between the three spheres of government and between the  
 
departments that existed within the same sphere of  
 
government so as to encourage faster service delivery, and  
 
to eliminate the duplication of activities and functions in  
 
the local authorities (Marais, 1989: 89). It is crucial for  
 
the Government to commit itself to the transformation of the  
 
governmental bodies interse and the quasi-governmental  
 
bodies, as well as implementing and monitoring  
 
transformation in the private sector. Transformation is  
 
required to be people-driven so as to ensure that all  
 
citizens participate and benefit equally from the services  
 
delivered to them by the Transitional Local Councils  
 
(hereafter referred to as TLCs). The policies developed for  
 
the purpose of attaining excellence in service delivery in  
 
the PEM were incorporated in the RDP in 1994, that is, a  
 
programme to mobilize all South Africans and all resources  
 
to finally get rid of apartheid and build a democratic, non- 
 
racial and non-sexist future (A basic guide to the RDP,  
 
1994:1-5). This policy aims to address socio- economic  
 
problems prevalent in the country in order to meet the basic  
 
needs of the citizens, for example, housing, health-care,  
 
welfare, water, electricity and to create job opportunities  
 
for its inhabitants (A basic guide to the RDP, 1994:1). 
 
 
The Masakhane Campaign was launched as a Presidential  
 
Project or Strategy in 1996 to support transformation and  
 
to entitle local communities to fully participate in  
 
decision-making processes in their respective local  
 
spheres of government and to participate in paying for  
 
services consumed (Eastern Cape Review, March 1998,  
 
Vol.9:4). 
 
 
The Indigent Policy of 1997 was developed when the non- 
 
payment culture existed due to four identified defaulter  
 
groups (i.e. communities, the commercial sector, government  
 
bodies and the industrial sector in the Eastern Cape). The  
 
remedies to the problem of municipal defaulters recommended  
 
in the Indigent Policy ostensibly appear to be a possible  
 
cure in the Eastern Cape local spheres of government.  
 
Hilliard & Binza (Evening Post, 21 August 1997:4) suggested  
 
the following solutions to deal with municipal defaulters,  
 
viz. ‘educate’ educational institutions which can share the  
 
information with students about the magnitude of services  
 
delivered by municipalities, sensitise communities to the  
 
need to pay for municipal services (i.e. the need for the  
 
communities to pay for the services delivered so as to  
 
sustain municipalities), keep information channels open  
 
(i.e. new strategies and policies of service delivery must  
 
be published efficiently through the media), utilise street  
 
committees (i.e. street committees can spur local dwellers  
 
on to pay for services and can easily ascertain why the  
 
local dwellers are not paying as they are at the grassroots  
 
level), involve academics in opinion surveys (i.e. if  
 
inhabitants are not participating, surveys must be conducted  
 
to ascertain the inhibiting factors), and market new  
 
strategies (i.e. feedback or accountability both to the  
 
higher spheres of government and to the communities must be  
 
maintained effectively).     
 
 
 
The Growth, Employment and Redistribution Policy (hereafter  
 
referred to as GEAR) implemented in 1997 aimed to enhance  
 
economic growth by encouraging foreign investment and local  
 
participation in the economy by communities and businesses  
 
so as to promote economic growth as well as privatisation of  
 
state assets in order to acquire funds for the  
 
implementation of the RDP. For the purpose of this research,  
 
these policies will be evaluated to ascertain how efficient  
 
and effective they are in improving and promoting the  
 
general welfare of the PEM’s inhabitants and, if not,  
 
remedies to the problems will be suggested (Growth,  
 
Employment and Redistribution Policy, 1998).  
 
 
 
2.5 Perennial problems faced by the ‘old’ Port Elizabeth       
Municipality  
 
 
The ‘old’ PEM was illegitimate and undemocratic because  
 
partisan officials were not democratically elected, and  
 
those who served in governmental bodies were generally  
 
Whites only. Financial resources were not freely available  
 
to sustain the five different local authorities existing  
 
within the jurisdictional area of the municipal area. Black  
 
local authorities were not paid by local dwellers for the  
 
services provided to them because they were illegitimate and  
 
undemocratic. They received small subsidies and grants from  
 
the central government (Hilliard, 1997:14).  
 
 
White paternalism, nepotism, and string-pulling were  
 
practised as the National Party deployed its own members and  
 
Whites, especially White Afrikaners, to the top echelons  
 
of the public service pyramid so as to implement the  
 
apartheid policies (Hilliard, 1995 :6). Centralisation of  
 
Black Affairs, i.e. the former Black local authorities were  
 
the lackeys or puppets of the White central government and  
 
White municipalities occurred. Hilliard (1997:15) writes  
 
that “pedantic paternalism and inefficient, unilaterally  
 
imposed service delivery systems” were existent in Black  
 
local authorities. 
 
 
Public apathy – Black inhabitants and some Whites were  
 
apathetic to partake in implementing the decisions made  
 
by White authorities, and in paying for the services  
 
provided by local authorities because of their hostility  
 
towards the apartheid ideology. Blacks strove to take part  
 
in policy-making terrains, rather than being apartheid  
 
henchmen. Therefore, “reliant upon white’s skills and  
 
expertise, this resulted in a dependency culture amongst  
 
Blacks” in terms of efficiency, effectiveness, and  
 
professionalism on the job (Hilliard, 1997:15). 
 
 
Duplication and overlapping of services was prevalent,  
 
i.e. similar services were delivered simultaneously by  
 
racially-based local authorities for different racial  
 
groups (Hilliard, 1997:15). The ‘old’ PEM was one of the  
 
racially-based municipalities with different tax-bases and  
 
provided services discriminatorily and biasedly. The former  
 
PEM had a top-down, non-consultative, authoritarian  
 
managerial style. It was characterised by a “closed  
 
bureaucratic system as it used the outdated Weberian style  
 
of management, as did other local authorities in the  
 
country” (Hilliard, 1997:13). 
 
 
 
2.6 Conclusion    
 
 
The South African government, which originated in 1652  
 
through the endeavours of a European company known  
 
as the Dutch East India Company to form a ‘victualling  
 
station’ for commercial interest, eventually changed to a  
 
‘pure’ public service when public administration as an  
 
activity and science was introduced by the British  
 
government in 1795. 
 
 
The painful paradox of undemocratic governance and unequal  
 
service delivery in South African municipalities was  
 
worsened by the application of the apartheid policies  
 
(embedded in the vortex of European ‘ethnocentrism’) by the  
 
National Party government in 1948. Local governments all  
 
over the country were seen as the puppets of the central  
 
government and mandated by law to implement separate  
 
development policies such as segregated residential areas,  
 
influx control policies, discriminatory economic policies,  
 
and biased service delivery policies. Examples of biased  
 
service delivery policies could be seen and evaluated in  
 
terms of the number of un-electrified Black houses built by  
 
the former government in the townships, and other basic  
 
services such as unpurified non-chemicalled water, poor  
 
health services, and many more. This was prevalent in the  
 
former PEM where public services for Blacks were controlled  
 
by the apartheid bureaucracy and formed part of those Black  
 
local authorities set up in the former Cape Province. It was  
 
evident that the implementation of the apartheid policies by  
 
the former government was the main reason for their  
 
existence, rather than democratic governance and equal  
 
service provision. 
 
 
 
Lastly, most of the former government’s policies relating  
 
to discrimination were abolished in 1994 when the GNU  
 
implemented new policies with the aim of remedying the  
 
legacy of apartheid, for example, the RDP, the Constitution  
 
of the Republic of South Africa, 1996 (Act 108 of 1996), and  
 
the White Paper on Local Government, 1998. The significance  
 
of these policies are generally the optimum satisfaction of  
 
each and every person’s needs by focusing on promoting good  
 
governance and efficient, effective and economical service  
 
delivery.  
 
 
 
 
 
 
CHAPTER 3 
 
RESTRUCTURING AND TRANSFORMATION OF THE SOUTH  
 
AFRICAN LOCAL SPHERES OF GOVERNMENT SINCE 1994 
 
3.0 Introduction 
 
 
This chapter serves to explain the restructuring and  
 
transformation of the South African local spheres of  
 
government since the advent of democracy on 27 April 1994  
 
to date. The real restructuring and transformation of the  
 
municipalities began on 6 November 1995 in seven of the nine  
 
provinces, except KwaZulu-Natal and the Western Cape which  
 
began only in 1996. The focus of this chapter is to 
evaluate  
 
the policies implemented by the GNU during its period of  
 
office so as to determine whether excellence in service  
 
delivery, with particular reference to the PEM, has thus far  
 
been attained or not.  
 
 
Services are evaluated in terms of standards, i.e. before  
 
services are to be delivered, they must be gauged as to  
 
whether they are ready for consumption, that quality has  
 
been certified, and that they are affordable and user- 
 
friendly. Equity in terms of service delivery is 
therefore  
 
essential and citizens must co-operate in the payment for  
 
services, both as clients and consumers. The reason why  
 
citizens should pay for services is that, although access 
to  
 
some social services is treated as a  fundamental basic  
 
right, services should be sustained and improved. Local  
 
government should render services in a cost-effective way  
 
because service delivery is not an end in itself, but it  
 
is a means to an end. It should be noted that the main  
 
reason for the existence of government is to promote and  
 
sustain the general welfare of its citizens and this goal  
 
cannot always be achieved tangibly, but is an ideal that 
a  
 
government will continue to strive for (Cloete, 1982: 
62).    
 
The fundamental issues treated in this chapter are: the  
 
three phases of local government transformation, viz. the  
 
pre-interim, the interim, and the final phase.  
 
 
 
3.1 Transformation phases 
 
 
The Oxford Advanced Learner’s Dictionary (1995:1270) defines  
 
transformation as “change of the appearance or character of  
 
something completely.” Transformation is a process of  
 
changing the moral fibre of the entire society, the  
 
policies, processes and systems governing the state,  
 
including the public servants, institutions, political  
 
parties, and economic institutions. It requires a paradigm  
 
shift from the ‘bad side’ of the past to the ‘good side’ of  
 
today’s democratic and constitutional dispensation, hence it  
 
must be developmental and goal-orientated. It can be  
 
approached from various angles and is also time-bound and  
 
societal-driven. In the South African context,  
transformation can be described as a process of changing the  
 
state and its society from the shackles of ‘evil’ apartheid  
 
to democracy where every citizen has the right to basic  
 
services (Development Bank of Southern Africa, Vol.16, No 4,  
 
Summer 1999: 608).   
 
 
In South Africa, restructuring and transformation of  
 
government was a concerted effort made by the Black  
 
people ever since the advent of racial discrimination in  
 
1652, which ended up in a “remarkable constitutional  
 
settlement between the major white minority party (the  
 
National Party), the major black majority party (ANC), 
and  
 
other parties playing a secondary role” write Fitzgerald, et  
 
al. (1995: 165). The restructuring and transformation of  
 
South African government was reached by these political  
 
parties in 1993 and is known as the Kempton Park Agreement.  
 
The restructuring and transformation of the PEM, the locus  
 
of this dissertation, was reached in 1994 and known as the  
 
Port Elizabeth One-City Agreement (Port Elizabeth One-City  
 
Agreement, 1994).  
 
 
 
3.1.1 The pre-interim phase 
 
 
The transformation of South African local government began  
 
after the promulgation of the Interim Constitution of the  
 
Republic of South Africa, 1993 (Act 200 of 1993). Evidently,  
 
the preamble of the Act symbolized transformation as:  
 
“to create a new order in which all South Africans will be  
 
entitled to a common South African citizenship in a  
 
sovereign and democratic state in which there is equality  
 
between men and women and people of all races so that all  
 
citizens shall be able to enjoy their fundamental rights and  
 
freedoms.” Every South African has the right to any  
 
service rendered by local government, and citizens have  
 
an obligation to pay for services. The 1993 Constitution,  
 
although subsequently repealed, further provided for the  
 
interim structures of local government, and the objectives,  
 
and powers and functions to be implemented by these  
 
transitional municipalities such as the PETLC [Interim  
 
Constitution of the Republic of South Africa, 1993 (Act 200  
 
of 1993)]. 
 
 
 
The Local Government Transition Act, 1993 (Act 209 of 1993),  
 
was promulgated specifically to expressly guide and direct  
 
the process of restructuring and transformation of local  
 
government. The impact of these aforementioned Acts was the  
 
renaming of South African local authorities as TLCs, as well  
 
as the introduction of traditional leaders as ex officio  
 
members of the TLCs with particular reference to Rural  
 
Transitional Councils (hereafter referred to as RTCs)  
 
(chapter 12 of the 1996 Constitution Act). During this  
 
transitional period, an agreement in respect of the Port  
 
Elizabeth One-City Forum Area was signed on 3 May 1994 by  
 
the following local government bodies: the City Council of  
 
Ibhayi; the Development Area(s) of KwaMagxaki/ KwaDwesi; the  
 
Town Council of Motherwell; the Management Committee for the  
 
former Coloured Group Area and the Management Committee for  
 
the former Indian Group Area. The above local bodies were  
 
thereafter incorporated into the area of jurisdiction of the  
 
municipality of the City of Port Elizabeth. The PETLC was  
 
established in terms of this Agreement and as required by  
 
Section 4(1) of the Local Government Transition Act, 1993  
 
(Act 209 of 1993) (Port Elizabeth One-City Agreement,  
 
1994:5).   
 
 
The Port Elizabeth One-City Agreement came into effect on   
 
6 May 1994. The PEM inherited from the apartheid 
government  
 
a system based on the unequal, ineffective and 
inefficient  
 
distribution of social services, ranging from highly  
 
sophisticated to barely non-existent basic services.    
 
According to the Port Elizabeth Strategic Plan (1995:5), 
the  
 
geographical distribution of the population incorporated  
 
by the PETLC in terms of the 1994 projection, is as 
follows: 
 
 
Figure 1: PE residential population 1994 
 
 
AREA POPULATION 
Ibhayi 490382 
KwaDwesi 11700 
KwaMagxaki 11683 
Motherwell 140252 
Port 
Elizabeth 
353603 
 
 
Figure 2: Population according to racial groups 1994 
 
RACIAL 
GROUPS 
  TOTAL 
Asian   9472 
Black   665279 
Coloured   179439 
White   153430 
 
 
Regardless of colour and geographical distribution, every  
 
citizen or Port Elizabethan should have the right of 
access  
 
to basic services in terms of the Interim Constitution of  
 
the Republic of South Africa, 1993 (Act 200 of 1993)  
 
(repealed), and the Local Government Transition Act, 1993  
 
(Act 209 of 1993), the Port Elizabeth One-City Agreement  
 
(1994:6), as well as the Promotion of Access to 
Information  
 
Act, 2000 (Act 2 of 2000). These Acts provided and  
 
emphasized how services should be delivered.  
 
 
In 1994 it was the first time in the history of the PEM  
 
that the composition of its Council (councillors) 
reflected  
 
the society of the area. The functions of the PETLC, as  
 
stated in the Port Elizabeth One-City Agreement, 1994, 
were  
 
transformed as follows: 
 
“1.The Council shall within the jurisdictional area of  
 
the City, have, perform and exercise all the powers,  
 
duties and functions allowed in law to the Council of a  
 
Municipality and shall be the successor to the City  
 
Council, the Town Council, the Management Committee and  
 
Council if any, of the Defined Area; and 
2.The Council shall pay particular attention to:  
 
2.1 the creation of a single budget for the Municipality; 
 
2.2 The co-ordination, rationalization, improvement and  
 
broadened delivery of services to eradicate backlogs  
 
existing in certain areas of the Municipality; 
 
2.3 The integration of the administrations of the  
 
additional local bodies; and  
 
2.4 The preparation for a future non-racial municipal  
 
election. 
 
3.The Council shall within fourteen days of the operative  
 
date, at a meeting convened solely for the purpose of  
 
allocating members to serve on its Standing and Executive  
 
Committees and to serve as Council representatives on the  
 
various bodies on which the Municipality has representation, 
 
proceed as follows:- 
 
3.1 The Chairperson dealing with each Committee  
 
separately, shall call for volunteers from each Group to  
 
serve on the Committee, and in the event that the number  
 
of volunteers:- 
 
3.1.1 Does not exceed the number of vacancies, shall  
 
declare the volunteers to be members of that Committee  
 
and continue with the next order of business returning to  
 
any Committee still having vacancies after having dealt  
 
with the Committees when he shall by lot allocate  
 
Transitional Local Councillors who are not yet members of  
 
a Standing Committee to any remaining vacancies on such  
 
Committees; 
 
3.1.2 Exceeds the number of vacancies, shall proceed to  
 
determine the members of such Committees by a secret  
 
ballot in which all Councillors will vote for persons  
 
from each group by a system of ranking the candidates  
 
from each group from most favoured to least favoured; the  
 
vote value of the most favoured on each ballot shall  
 
correspond to the number of vacancies on the Committee  
 
under election, the others receiving progressively one  
 
vote, the volunteers in each group having the most votes  
 
to fill the vacancies on that Committee and be declared  
 
its members. 
 
3.2 The Chairperson will then call for nominees for the  
 
various representative vacancies and, in the event of  
 
nominations exceeding the various vacancies, proceed with  
 
a ballot mutatis mutandis as provided for in para.3.1.2. 
 
3.3 The Council shall at its first meeting elect a  
 
Chairperson and Deputy Chairperson of the Council on a  
 
simple majority, provided that the said two office  
 
bearers shall not be members of the same group. 
 
4. The Council shall re-elect members to the Standing and  
 
Executive Committees at its first ordinary meeting. 
 
5. The Council shall investigate and, if considered  
 
appropriate, initiate the establishment of a Transitional  
 
Metropolitan Councils (hereafter referred to as TMCs) as  
 
envisaged in the Local Government Transition Act, 1993 (Act  
 
209 of 1993), in the economically bound area of which the  
 
Municipality forms a part; 
 
6. The Council shall consider reverting to the  
 
appellations ‘Mayor’ and ‘Deputy Mayor’ for Chairperson  
 
and Deputy Chairperson of Council with the establishment  
 
of an elected Council for the interim phase” (Port  
 
Elizabeth One-City Agreement, 1994:6-7). 
 
 
These pre-interim functions were applied mutatis mutandis by  
 
the municipality during the interim phase. These functions  
 
will be used as the restructuring and transformation  
 
benchmarks of the municipality in the following chapters.  
 
The pre-interim phase ended when the local government  
 
elections were held on 6 November 1995 in the Eastern  
 
Cape; Gauteng; Mpumalanga; Northwest; Free State;  
 
Northern Cape; and the Northern Province, except in  
 
KwaZulu-Natal and the Western Cape Province which  
 
held their local government elections at the  
 
beginning of 1996 (Du Toit & Van der Waldt, 1997:243). 
 
 
 
3.1.2 The interim phase: the new democratic Republic of  
 
South Africa 
 
 
The interim period is the period of the ‘birth’ of  
 
democracy, unity and transition in the entire state of  
 
South Africa - the home of the Rainbow Nation. Du Toit &  
 
Van der Waldt (1997: 243) write that the “interim phase  
 
begins after the election of the members of the central  
 
and provincial spheres of government in 1994. With regard  
 
to the local spheres of government, the period started  
 
during the election of the councillors (local government  
 
elections) in 1995 and 1996, and will end on the  
 
5 December 2000, that is the second democratic local  
 
government election.”  
 
 
The GNU emerged with the mission of restructuring and  
 
transforming the public service and government, i.e. the  
 
public sector and its policies or processes [the public  
 
sector is comprised of the public service, and quasi- 
 
governmental organizations (hereafter referred to as  
 
QUANGOS) and also transforming the private sector.  
 
Transformation has nothing to do with changing the paint of  
 
the buildings, but is concerned with processes (i.e. the way  
 
things were done in the past), policies (e.g. the abolition  
 
of separate development policies implemented by the  
 
Nationalist Government), and mind-shifts, that is, making  
 
people think of democracy and making them participate in  
 
governance and service delivery (Morris, 1990: 79). 
 
 
The Constitution of the Republic of South Africa, 1996 (Act  
 
108 of 1996), as amended, is the current supreme law of the  
 
Republic of South Africa which lays the ground rules that  
 
are obliged to be followed by every citizen, by public  
 
institutions, by QUANGOS, as well as by private institutions  
 
existing within the state. In regard to transformation, for  
 
instance, the purpose of the preamble of the Constitution of  
 
the Republic of South Africa, 1996 (Act 108 of 1996), aims  
 
to “heal the divisions of the past and establish a society  
 
based on democratic values; social justice and fundamental  
 
human rights; lay the foundations for a democratic and open  
 
society in which government is based on the will of the  
 
people and every citizen is equally protected by law;  
 
improve the quality of life of all citizens and free the  
 
potential of each person; and build a united and democratic  
 
South Africa able to take its rightful place as a sovereign  
 
state in the family of nations” [Constitution of the  
 
Republic of South Africa, 1996 (Act 108 of 1996)].  
 
 
The Republic of South Africa remains a unitary state 
(with  
 
federal features) obliged by law to carry out its 
functions  
 
on behalf of its citizens (Cloete, 1978: 189; Cloete,  
 
1995:3; Craythorne, 1997:9). The meaning of sovereign 
state  
 
is given together with the functions that the state 
performs  
 
(Cloete, 1993:3; Du Toit & Van der Waldt, 1997: 206). The  
 
characteristics of a state are, inter alia:                                       
                                       
1. It must be a recognized territory (land); 
 
2. It must have a population or citizens living in it; 
 
3. It must have a Government which is responsible for  
 
   improving and sustaining the general welfare of its  
 
   citizens; and 
 
4. It must be independent from other countries or other  
 
   institutions (Cloete, 1994: 3-6). 
 
 
 
The functions of the state are: the maintenance of law  
 
and order by guarding against foreign intrusion; and the  
 
promotion and sustaining of the general welfare of its  
 
citizens through service delivery. The above-mentioned  
 
functions are the functions which the Republic of South  
 
Africa never ceased to implement, although these functions  
 
were only partially implemented prior to April 1994 (Cloete,  
 
1995:3; Du Toit & Van der Waldt, 1997: 206). 
 
 
The present government is characterized by three spheres 
of  
 
government through which it governs and delivers public  
 
services (indirectly and directly) to the “44,7 million  
 
people, with 14 497 million economically active populace  
 
living in a territory of 1 123 000 square kilometres” (Du  
 
Toit & Van der Waldt, 1997: 207; Public Service &  
 
Administration Annual Report, 1996:12). 
 
 
The three spheres, according to the Constitution of the  
 
Republic of South Africa, 1996 (Act 108 of 1996), as  
 
amended, are, firstly, the central sphere of government 
made  
 
up of the legislative bodies, viz: the National Assembly 
and  
 
the National Council of Provinces. Secondly, the 
provincial  
 
spheres of government consisting of nine provinces, viz. 
the  
 
Eastern Cape, the Free State, Gauteng, KwaZulu-Natal,  
 
 
Mpumalanga, the Northern Cape, Northern Province, the 
North- 
 
West, and the Western Cape. Each province has a 
Provincial  
 
Legislature as well as a House of Traditional Leaders. 
 
 
 
Thirdly, the local spheres of government are comprised of  
 
843 municipalities with 11 300 councillors serving in the  
 
municipal councils as policy-makers. (Note: the numbers of  
 
the municipalities may be reduced after 5 December 2000).  
 
The local governments are established in terms of S 155 (1)  
 
of the Constitution of the Republic of South Africa, 1996  
 
(Act 108 of 1996), and fall into three categories, which  
 
are, inter alia:  
 
 
1.Category A: A municipality that has exclusive municipal  
 
and legislative authority in its area, for example,  
 
metropolitan government.  
 
 
2.Category B: A municipality that shares municipal executive  
 
and legislative authority in its area with a category C  
 
municipality, for example, a metropolitan local council or a  
 
district council with a rural local council. 
 
 
3.Category C: A municipality that has municipal executive  
 
and legislative authority in an area that includes more than  
 
one municipality, for example, a metropolitan council or a  
 
district council.  
 
 
 
 
These three spheres of government provide the government  
 
with the entire public sector which consists of “1,9 million  
 
public servants in the public service in total, while  
 
central and provincial spheres of government comprise  
 
1,2 million public servants” subject to fluctuations   
 
[Hilliard (Paper Presented to the International Institute of  
 
Administrative Sciences Conference, 14-17 July 1997; Public  
 
Service & Administration Annual Report, 1996)]. For the  
 
purpose of this research, the focus will shift to the local  
 
spheres of government with special attention being given to  
 
the PEM, although reference, (when needed), will be made to  
 
the higher spheres of government. When doing research on  
 
restructuring and transformation of local government, in  
 
this case, the PEM, it is sometimes necessary to refer to  
 
other provinces’ local governments in order to make  
 
comparisons and draw conclusions.  
 
 
3.2 The Government of Local Unity (GLU) 
 
 
This part of the chapter serves to give answers to the  
 
questions that are asked by people nationally and the PEM’S  
 
citizens in particular… answers to questions of those who do  
 
not understand the complexities involved in restructuring  
 
and transforming local government.  
 
 
The questions are: What does the present institutional  
 
system of local government look like? What are the objectives of the present local 
government system and PEM?  
 
What envisaged impact can the ‘new’ PEM make on society in  
 
general? How does the PEM intend to improve and sustain the  
 
welfare of the communities? What strategies and tactics is  
 
it going to develop to deal with municipal defaulters?  
 
Lastly, what strategies and approaches is local government  
 
going to develop to make local governance and service  
 
delivery efficient, effective and economical?  
 
 
South African local governments have local autonomy, that  
 
is, the right to govern and to deliver services to their  
 
communities on their own. The interim Constitution of the  
 
Republic of South Africa, 1993 (Act 200 of 1993), S 174 (3)  
 
stipulated that “a local government must be autonomous and,  
 
within the limits prescribed by or under law, shall be  
 
entitled to regulate its affairs.” Autonomy of local  
 
government is presently provided for in S 151 (3 and 4) of  
 
the Constitution of the Republic of South Africa, 1996 (Act  
 
108 of 1996), as follows:  
 
 
“A municipality has the right to govern, on its own  
 
initiative, the local government affairs of its community,  
 
subject to national and provincial legislation, as provided  
 
for in the Constitution. The national or provincial  
 
government may not compromise or impede a municipality’s  
 
ability or right to exercise its powers or perform its  
 
functions.” Clearly, South African local governments are  
 
still creatures of statute and lower or subordinate spheres  
 
or tiers of government, but with the right to govern  
 
autonomously.  
 
 
The question of local governments being subject to 
national  
 
and provincial legislation, in legal nomenclature, limits  
 
their right to govern. This implies that when local  
 
government makes by-laws, the by-laws must not conflict 
with  
 
the National Constitution or with the Provincial  
 
Constitutions. In addition, the MECs for local government  
 
must approve all the by-laws prior to being put into  
 
operation (Local Government: Municipal Systems Act, 2000  
 
(Act 32 of 2000), as well as Local Government: Municipal  
 
Structures Act, 1998 (Act 117 of 1998).  
 
 
Local governments’ independence does not entitle local  
 
governments to exercise their autonomy mala fide (acting  
 
in bad faith) and by acting ultra vires (outside legal  
 
parameters), although their right to govern has certain  
 
limitations. Through local autonomy, municipalities can:  
 
make by-laws that bind every citizen in the municipal area;  
 
make rules and regulations that are binding on the employees  
 
of the municipality; collect taxes from the citizens;  
 
provide social services; employ staff, and dismiss staff  
 
where necessary; and must compile an annual budget and  
 
thereafter allocate funds according to priorities provided  
 
for in the budget [Craythorne, 1997:11 and the Constitution  
 
of the Republic of South Africa, 1996 (Act 108 of 1996), S  
 
156].  
 
 
The Government of Local Unity (hereafter referred to as 
the  
 
GLU) has set certain fundamental objectives to strive for 
to  
 
achieve during the transitional period. These objectives  
 
form part of the local government’s purposes and are  
 
constitutionally entrenched. The entrenchment is not only 
a  
 
symbol of a strong sense of transformation, but also a  
 
revelation of a sense of existence with a purpose and 
vision  
 
for attaining excellence in service delivery and in terms 
of  
 
governance. These objectives, as provided for by Section 
152  
 
of the 1996 Constitution are, inter alia, to: 
 
 
1.”Provide democratic and accountable government to local  
 
   communities; 
 
2.Ensure the provision of services to communities in a  
 
  sustainable manner; 
 
3.Promote social and economic development;  
 
4.Promote a safe and healthy environment; and  
 
5.Encourage the involvement of communities and community  
 
  organizations in matters of local government.” 
 
 
 
The objectives of the PETLC are clearly stated in its  
 
interim mission statement, which reads “to create in Port  
 
Elizabeth a growth environment that improves the quality of  
 
life of its citizens by: 
 
1. Encouraging citizen participation, commitment and  
 
   enablement. 
 
2. Promoting responsive and efficient urban management. 
 
3. Fostering a climate that ensures security and economic  
 
   growth” (Port Elizabeth Strategic Plan, 1995:4). 
 
 
The PEM is obliged, morally and constitutionally to  
 
interrelatedly implement the country’s local government  
 
objectives as required by law and the citizens, as well 
as  
 
implement its objectives as part of its strategic 
planning  
 
process. It is imperative to understand how the PETLC, as 
a  
 
transforming municipality, envisages the achievement of 
its  
 
stated objectives as well as the objectives stated in the  
 
1996 Constitution of the country. This is to see if the  
 
PETLC, through its policies, can attain excellence in  
 
service delivery (Port Elizabeth Strategic Plan, 1995:4). 
 
 
Firstly, the Council envisages the improvement of the  
 
quality of life, as one of its objectives, by strategically  
 
focusing on the following areas: 
 
1.”Formulate a council housing policy so as to meet the 
 
   present backlog and future housing needs; 
 
2.Formulate an urban plan for the development of the city  
 
  to ensure efficient and cost-effective service delivery;  
 
3.Formulate a transport plan for the metropolitan area in  
 
  order to improve the Port Elizabeth area’s transportation  
 
  system and expand its transit capacity; 
 
4.Formulate an environmental plan for the municipality by  
 
  concentrating on addressing environmental education and  
 
  awareness; 
 
3. The council must seek to investigate its role in  
 
  education and training by creating opportunities for  
 
  enhancing education and training within the council and      
  for Port Elizabethans; 
 
6.It must ensure adequate provision of social security and  
  
  welfare services; 
 
7.It must develop a council health-care policy so as to  
 
  continue improving quality and accessible health-care  
 
  facilities for local inhabitants; 
 
8.Because Port Elizabeth is a heterogeneous city, the  
 
  Council intends to promote inter-cultural understanding  
 
  among its staff and the community in general. Hence  
 
  investigating its role in arts and culture is an important  
 
  step towards nation-building and reconciliation. 
 
9.To improve the quality of life of the inhabitants, the  
 
  Council intends to develop policies on sport and   
 
  recreation. This will benefit the municipality’s youth. 
 
10. Lastly, the Council seems to understand that quality  
 
    of life can be effectively attained in a crime-free  
 
    environment.”  
 
 
 
PEM has developed a policy on safety and security. A crime- 
 
free city could entice more tourists and investors who could  
 
contribute to the city’s economic prosperity, as well as  
 
achieve economies of scale for the recently constituted  
 
Nelson Mandela Metropolitan Municipality. 
 
 
The second objective is to encourage citizen participation,  
 
commitment and enablement. The PETLC is a democratic 
local  
 
authority which is accountable to its inhabitants at  
 
grassroots level. The majority of Port Elizabethans have 
not  
 
been participating in democratic service delivery 
structures  
 
and processes. One of the reasons for non-participation 
in  
 
local affairs is their (i.e. citizen) apathy in local  
 
government affairs. For instance, community apathy has  
 
resulted in the non-payment of services as the Council is  
 
owed more than R250 million by the citizens (Eastern  
 
Province Herald, 12 July 1999:3). 
 
 
To achieve a participatory objective, the Council, together  
 
with the community leaders, established the Civil Society  
 
Forum to enable the community to provide input(s) to council  
 
affairs. The reason for establishing the Forum was firstly  
 
to intensify the council-citizen relationship as one cannot  
 
exist without the other. Secondly, to “encourage the  
 
involvement of communities and community organisations in  
 
matters of governance,” as provided for in the Constitution  
 
of the Republic of South Africa, 1996 (Act 108 of 1996). The  
 
Council, as part of its transformation strategy, committed  
 
itself to developing the Council’s communication policy so  
 
 
as to interact with the broader community; the community  
 
participation policy is envisaged to educate the citizens  
 
about the Council’s structures and how to participate in  
 
municipal affairs (this could be by meetings and seminars,  
 
or through submissions).  
 
 
Other strategies the Council developed are capacity-building  
 
programmes, and attitudinal change programmes. The former  
 
focuses on educating the inhabitants about their  
 
constitutional rights to access basic services  and  
 
responsibilities as citizens of the municipality and as  
 
consumers of social services. The latter focuses on changing  
 
the negative attitudes or perceptions (e.g. public apathy)  
 
of the inhabitants towards the Council as this could impede  
 
development and prove the Council to be ineffective and  
 
inefficient (Port Elizabeth Strategic Plan, 1995:7). 
 
 
The Council also developed an Indigent Policy as a strategy  
 
to encourage the payment of services. Although people are  
 
still defaulting, the Council still continuously requests  
 
citizens to pay for services, and the municipality continues  
 
to render these services (The Port Elizabeth Strategic Plan,  
 
1995:8-9).   
 
 
Thirdly, the municipality aims to promote and ensure  
 
responsive and efficient urban management (i.e. the 
 
management of financial, human and physical resources)  
 
for the good of the Council (The Port Elizabeth Strategic  
 
Plan, 1995:10). To achieve this, the PETLC has re-
organized  
 
its decision–making structures, for example, “the Council 
is  
 
structured around the Management Committee system and has an  
 
Executive Committee and five Standing Committees” (The Port  
 
Elizabeth Strategic Plan, 1995:10). The Council is committed  
 
to rendering services excellently by instituting an  
 
organizational efficiency and effectiveness drive. The drive  
 
aims to ensure that services are provided efficiently,  
 
effectively and economically. The PETLC should implement the  
 
Batho Pele Policy (i.e. a policy which stresses that all  
 
service-orientated departments within all spheres of  
 
government must put people first). All Council staff must be  
 
trained on how to render community services (customer  
 
services) excellently (Morris, 1990:98).  
 
 
The Council is also committed to work according to budget,  
 
hence it has developed an appropriate financial budgetary  
 
system so as to reduce bureaucratic procedures and focus on  
 
priorities. The financial viability of the Council should be  
 
treated as a matter of priority. Corruption of both  
 
councillors and officials should be stopped. Working with  
 
unapproved budgets should also be discouraged (The Port  
 
Elizabeth Strategic Plan, 1995:10-11).  
 
 
The Council is committed to transform and rightsize its  
 
human resources as it has been found that 36% of the  
 
Council’s budget goes to salaries and wages. In this regard,  
 
human resources and financial policies have been developed  
 
as a possible strategy to prevent maladministration,  
 
inefficiency, and corruption (The Port Elizabeth Strategic  
 
Plan, 1995:11).   
 
 
Lastly, the Council envisaged promoting inter-
governmental  
 
relations by “formulating a strategy to promote co-operation  
 
and interaction between role-players (councillors, municipal  
 
officials, MECs for local government, provincial  
 
governments, as well as the ministry of Constitutional   
 
Development and Local Government (The Port Elizabeth  
 
Strategic Plan, 1995:10).  
 
 
 
Some portions of this chapter, dealing with the interim  
 
phase of local government, are designed to reflect on these  
 
set objectives with the aim of evaluating the policies and  
 
systems developed and implemented during this interim  
 
phase in order to determine whether the set objectives  
 
are achieved or not.  
 
 
The interim local governments consist of democratically  
 
and proportionally elected councillors or homo politicus  
 
who represent the ordinary man or homo civicus in the  
 
municipal council. The homo civicus or citizens,  
 
according to Boarden, et al. (1982:1), have legitimate  
 
expectations from the councillors whom they elected “to  
 
look after their interests, safe in the knowledge that  
 
the councillor will have to rid citizens’ unsatisfactory  
 
conditions of living at the ballot box.” The councillors  
 
have to ensure that the promises made prior to the elections  
 
will match delivery so as to make an impact on the citizens’  
 
quality of life. 
 
 
 
3.3 The interim structures of local government 
 
 
This section serves to answer the question about the interim  
 
institutional system of local government(s). The Local  
 
Government Transition Act, 1993 (Act 209 of 1993),  
 
Constitution of the Republic of South Africa, 1996 (Act 108  
 
of 1996), and the Local Government: Municipal Structures  
 
Act, 1998 (Act 117 of 1998), are used as references in this  
 
section because they make provision for the current  
 
structures of local government. The Local Government:  
 
Municipal Systems Act, 2000 (Act 32 of 2000), the Local  
 
Government: Municipal Structures Act, 1998 (Act 117 of  
 
1998), as well as the Local Government Transition Act, 1993  
 
(Act 209 of 1993), provide the ideal framework for  
 
restructuring and transforming the structures of South  
 
African local government(s).  
 
 
The structures of the GLU ought to reflect and reinforce the  
 
citizen’s sense of place and purpose in the community. This  
 
section is treated as a two-part discussion. With the first  
 
part examining external structures (the metropolitan  
 
councils, district councils, transitional local councils,  
 
rural local councils and the traditional leaders), and the  
 
second part examining internal structures, that is,  
 
councils, systems of representativity, different committees  
 
and management systems [Local Government: Municipal Systems  
 
Act, 2000 (Act 32 of 2000), Local Government: Municipal  
 
Structures Act, 1998 (Act 117 of 1998)]. 
 
 
3.3.1 External structures of the interim local government 
 
 
The external structures of the South African local  
 
spheres of government are established according to the  
 
‘category system’ provided for by the Constitution of the  
 
Republic of South Africa, 1996 (Act 108 of 1996), as  
 
amended, in S 155 and also S 212 on traditional leaders, as  
 
follows: 
 
 
3.3.1.1 Transitional Metropolitan Government 
 
 
The Local Government: Municipal Structures Act, 1998 (Act  
 
117 of 1998), and the Local Government: Municipal Electoral  
 
Act, 2000 (Act 27 of 2000), contemplate the existence of   
 
‘strong’ metropolitan government with substructures. Hence,  
 
the White Paper on Local Government (1998:58) defines  
 
metropolitan government as “government whose area of  
 
jurisdiction covers the whole metropolitan area.” A  
 
metropolitan area is a “large urban settlement with high  
 
population densities, complex and diversified economies, and  
 
a high degree of functional integration across a larger  
 
geographic area than the normal jurisdiction of a  
 
municipality.” The 1996 Constitution defines metropolitan  
 
government (Category A) as a municipality that has exclusive  
 
municipal executive and legislative authority in its area.  
 
The TMCs are underpinned by Metropolitan Sub-Structures  
 
(hereafter referred to as MSSs) which aid and facilitate  
 
democracy at grassroots level. 
 
 
In this phase of transition, the metropolises or the  
 
megacities, as referred to by Hilliard (Paper Presented to  
 
the Institute for Multi-Party Democracy, 29/4/1998:7), are  
 
still a contested issue in some areas of the country, for  
 
instance, the Port Elizabeth/ Uitenhage metropolitan area  
 
which will be established after 5 December 2000 and be named  
 
the Nelson Mandela Metropolitan Municipality. During this  
 
transitional phase there are three provinces where  
 
metropolises exist; viz. Gauteng comprises four; one in Kwa- 
 
Zulu Natal; and one in the Western Cape.  
 
 
3.3.1.1.1 Advantages of metropolitan government 
 
 
1.Participatory governance and equity in service delivery  
 
 
This implies that the metropolitan government is able to  
 
organize financial and human resources so as to provide  
 
services to all citizens equitably and timeously.  
 
 
Participatory governance means allowing civil society  
 
forums, the business sector, the NGOs and the citizens to be  
 
part of the decision-making processes and to pay for the  
 
services rendered to them by the metropolitan government.  
 
According to Hilliard (Paper Presented to the Western  
 
Regional District Council, 5-6/09/1997:24), the sharing of  
 
resources can benefit even the penurious indigent and result  
 
in more and better quality services as well as improved  
 
service delivery systems. TMCs must make use of the existing  
 
District Councils (hereafter referred to as DCs) and TLCs’  
 
administrative systems and human resources.   
 
 
 
1. Achieving and sustaining economies of scale  
 
 
The White Paper on Local Government (1998:59) provides  
 
that “metropolitan government promotes strategic land-use  
 
planning, and co-ordinated public investment in physical  
 
and social infrastructure.” Metropolises may be cost-  
 
effective in delivering services such as roads,  
 
libraries, public transport, museums, art galleries,  
 
parks and recreational facilities because every citizen  
 
in the metropolis, irrespective of which municipality  
 
she/ he resides in, does use these services, and because  
 
overlapping and duplication of services and activities  
 
can be reduced or avoided (Hilliard, 1997:26). 
 
 
 
 
3. Development of a city-wide framework for economic and  
 
social development to enhance economic competitiveness and  
 
well-being of the city  
 
 
The Port Elizabeth/Uitenhage metropolitan area should 
have a  
 
Metropolitan Council in order to ensure that taxpayers’  
 
money is saved to invest in the Coega development project.  
 
The above advantages are some of the reasons for the  
 
existence of metropolitan government in South Africa,  
 
although the operation of metropolitan government may prove  
 
suicidal to the TLC and other stakeholders in municipal  
 
governance due to the excessive costs (White Paper on Local  
 
Government, 1998: 24). 
 
 
3.3.1.1.2 Disadvantages of metropolitan government 
 
 
The disadvantages of metropolitan government are, inter  
 
alia: 
 
 
1.Divided systems of service delivery  
 
 
Every society comprises three classes of people, viz.  
 
the rich or the ‘haves,’ the middle class, and the  
 
proletariat or the ‘have-nots’ i.e. the poorest of the  
 
poor. Therefore, no society will contribute equally to the  
 
payment of services and some may not contribute at all, as  
 
is the case in the PEM. For instance, if there is a high  
 
unemployment rate, many people will be unable to pay for  
 
services, even though they will continue consuming the  
 
services (White Paper on Local Government, 1998:5). A good  
 
example in South Africa is the Indigent Policy developed by  
 
the TLCs with the aim of helping the indigent to pay for  
 
services, but not assisting the rich (i.e. the higher income  
 
groups). Different systems of service delivery could prevail  
 
among the Metropolitan governments, DCs and TLCs (White  
 
Paper on Local Government, 1998:5). 
 
 
2.Demise of ‘home-rule’  
 
 
The TLCs might lose legitimacy and autonomy if metropolitan  
 
governments are introduced (Hilliard, 1997:28). For example,  
 
if the metropolitan citizens are satisfied with the way the  
 
megacities function, i.e. with their service delivery,  
 
people might not see the need for having the TLCs and might  
 
also discredit them and end up paying the metropolitan  
 
government’s taxes only. In addition, if the TLCs are  
 
financially unviable and cannot deliver adequate services,  
 
they will be dependent on metropolitan government and on  
 
provincial grants (Hilliard, 1997:28). 
 
 
3. Lack of accountability 
 
 
Metropolitan government may lack accountability towards  
 
the citizens. There will be difficulties organizing  
 
meetings with the public as it ought to be done by the 
 
nearest municipalities. The question could be asked  
 
whether the metropolitan government will also provide  
 
accountability to metropolitan sub-structures and the  
 
community, or should it be accountable to other local  
 
authorities within the metropolitan area and to the entire  
 
populace of the area? Perhaps local authorities can be  
 
placed at the forefront of events to be the ‘voice’ of the  
 
metropolitan government (White Paper on Local Government,  
 
1998). 
 
 
If the metropolitan government does not deal directly 
with  
 
the public, it would be regarded as unaccountable and may  
 
not take responsibility for citizens’ needs, which could 
be  
 
regarded as illegitimate and undemocratic. This could be  
 
caused by the vast distance between the metropolis and 
the  
 
communities, and pressure from the respective provinces, 
as  
 
well as from the DCs and the TLCs existing within the  
 
metropolitan area (Hilliard, 1997:28). 
 
   
 
3.3.1.1.3 The powers and functions of metropolitan                     
government 
 
 
The existence of metropolitan government, as envisaged,  
 
is to carry out its functions effectively, efficiently  
 
and economically. The powers and functions of the  
 
Transitional Metropolitan Governments are provided for in  
 
schedule 2 of the Local Government Transition Act, 1993  
 
(Act 209 of 1993). The functions of the Local Councils are  
 
detailed in schedule 2 of Act 209 of 1993, and are  
 
transferred, mutatis mutandis, so as to be performed by  
 
the metropolises.  
 
 
Some of the functions performed by metropolitan  
 
government(s) are the provision of services such as: the  
 
bulk supply of water; the bulk supply of electricity;  
 
bulk sewerage purification works and arterial disposal  
 
pipelines for the metropolitan area; metropolitan co- 
 
ordination, land usage and transport planning;  arterial  
 
metropolitan roads and stormwater drainage; passenger  
 
transport services; traffic matters; abattoirs; fresh  
 
produce markets; refuse dumps; cemeteries and crematoriums;  
 
ambulance and fire-brigade services; hospital services;  
 
airports; civil protection; metropolitan libraries;  
 
metropolitan museums; metropolitan recreational facilities;  
 
metropolitan environmental conservation; metropolitan  
 
promotion of tourism; metropolitan promotion of economic  
 
development and job creation; and the establishment,  
 
improvement and maintenance of other metropolitan  
 
infrastructural services and facilities (Cloete, 1978: 
198;  
 
Cloete, 1982: 47; White Paper on Local Government, 1998). 
 
 
 
3.4 Sources of revenue of metropolitan government 
 
 
According to the Local Government Transition Act, 1993  
 
(Act 209 of 1993), S 10 (3) (h) and schedule 2 item 23,  
 
Transitional Metropolitan Government accesses monies from: 
 
1.Levies  
 
2.Tariffs 
 
3.Property Rates 
 
4.Grants and subsidies from the national government as  
 
  well as from the respective provincial governments. 
 
5.Loans from the central and provincial governments, as  
 
  well as from the private sector. 
 
 
 
3.5 Transitional District Councils  
 
 
The DCs replaced the old RSCs and Joint Services Boards  
 
which existed during the time of apartheid. The powers and  
 
functions of the Transitional District Councils are not  
 
entrenched in the Local Government Transition Act, 1993 (Act  
 
209 of 1993), but are determined by provincial proclamations  
 
which vary from province to province (White Paper on Local  
 
Government, 1998:5). The DCs were established for the  
 
following reasons: to work as agents of provincial  
 
governments and national government in establishing Rural  
 
Local Councils (hereafter referred to as RLCs) in areas  
 
where they were non-existent; to assist in developing the  
 
existing RLCs’ infrastructure and administrative systems, as  
 
well as to give financial support to them.  
 
 
To enable the existing RLCs, as well as the newly- 
 
established ones, to retain their respective (potential)  
 
employees, and to render basic services to the citizens so  
 
as to promote and sustain the general welfare, local  
 
government needs to remain dynamic and flexible. Lastly, the  
 
DCs together with the newly-established RLCs and  
 
Transitional Rural Local Councils within their respective  
 
jurisdictions, are able to improve economies of scale (White  
 
Paper on Local Government, 1998: 69).   
 
 
The GLU consists of 46 Transitional District Councils  
 
countrywide. The Eastern Cape has six DCs and there are 
40  
 
in the other provinces. The services which are rendered 
by  
 
DCs include: health services such as the (re)-development 
of  
 
clinics and the provision of ambulances; water; 
electricity  
 
services and road maintenance services; as well those  
 
services which were previously provided by the now 
abolished  
 
RSCs, as provided for in the Regional Services Councils 
Act,  
 
1985 (Act 109 of 1985) (Cloete, 1992:24). According to 
the  
 
White Paper on Local Government, (1998:69), the district  
 
governments have roles and responsibilities to fulfil, 
viz: 
 
 
 
1.Integrated Development Planning 
 
 
Integrated Development Planning (hereafter referred to as  
 
IDP) to be implemented by district government is provided  
 
for in the Local Government Transition Act, 1993 (Act 209 of  
 
1993). The IDPs include ‘standard planning and development,’  
 
for example, economic development, conservation, and land- 
 
use planning for future purposes. The IDP can be excellently  
 
administered ‘horizontally’ and ‘vertically.’ The former  
 
means that the different municipalities can work together on  
 
similar projects, and the departments of the same  
 
municipality can co-operate in terms of service delivery.  
 
The latter means that there must be co-operation in respect  
 
of any development planning between the DCs, provinces and  
 
national government. Vertical relations entail  
 
decentralization of offices and infrastructure by the DCs to  
 
all municipal settlements existing within its jurisdiction  
 
(White Paper on Local Government, 1998:70-71). 
 
 
2.Infrastructural development 
 
 
The DCs are responsible for rendering bulk infrastructure  
 
services to their communities, and they must empower the  
 
transitional municipalities and other newly-established  
 
municipalities through capacity-building as well  
 
as financial support (White Paper on Local Government,  
 
1998:71).  
 
 
3. Service delivery 
 
 
The DCs, together with the existing municipalities, must  
 
provide essential services to satisfy the citizens’ basic  
 
needs. Development of administrative capacity and service  
 
delivery systems of the municipalities are important in  
 
terms of attaining excellence in meeting people’s essential  
 
needs. The municipalities should put the local inhabitants  
 
first. For example, the development of the administrative  
 
capacity of the staff must be directed towards client  
 
services, service delivery ethics, and the administrative  
 
infrastructure must be efficient and user-friendly (White  
 
Paper on Transforming Government Service Delivery, 1997:  
 
54). 
 
 
Service delivery systems should not only be product- 
 
orientated, but also client-orientated in order to enhance  
 
the quality, standard and the value of the product or  
 
service and the affordability of the product. If  
 
municipalities put people first, they should ensure that  
 
service delivery systems are client-friendly. The idea is to  
 
encourage more people to participate in service provision  
 
processes (White Paper on Transforming Government Service  
 
Delivery, 1997: 54). 
 
 
In order to attain excellence in service delivery, an  
 
‘equilibrium principle’ or approach must be implemented.  
 
This means service supply must be equal to service demand.  
 
Delivery of basic services should not be treated as a  
 
privilege, but as a right of each South African citizen.  
 
Therefore, the ‘equilibrium principle’ requires the  
 
municipality to take heed of the size of the population  
 
prior to delivery, and, thereafter, deliver services  
 
efficiently to the entire population of the municipality.  
 
This is to guarantee citizens’ satisfaction. The citizens’  
 
satisfaction and demands must ‘guarantee’ service payment.  
 
The ‘equilibrium principle’ should be built on a  
 
relationship of mutual trust between the municipality and  
 
its citizens (Ziethaml, 1981:185-187). A further explanation  
 
about the ‘equilibrium principle’ will be given in chapters  
 
six and seven.   
 
 
4. Provision of ‘technical’ expertise and skills 
 
 
DCs are required to render technical expertise and skills to  
 
developing the administrative capacity of municipalities,  
 
for example developing municipal finance, legal aspects  
 
(constitutional and administrative law), policy issues,  
 
management of information technology, and development of new  
 
delivery systems in order for them to be efficient and  
 
effective in rendering basic services to the local dwellers  
 
(Hilliard, 1997: 14).  
 
 
The DCs sources of revenue are still the old RSCs levies, as  
 
well as provincial grants and subsidies. From these levies,  
 
DCs should be able to perform their roles and  
 
responsibilities such as the provision of services and  
 
the development of bulk infrastructure. There are always  
 
limited funds competing with the unlimited needs of the  
 
communities, hence priorities, when budgeting, should be set  
 
to avoid duplication and unnecessary financial wastage  
 
(Cloete, 1978:24).   
The roles and responsibilities of the DCs, in general,  
 
entail that the DCs must implement the RDP; the Masakhane  
 
Project; the GEAR; the Indigent policy; and the Batho Pele  
 
Policy on behalf of the relevant municipalities who will, in  
 
turn, render services directly to their communities (White  
 
Paper on Transforming Service delivery, 1997: 78).  
 
 
 
3.6 Transitional Local Councils  
 
 
The TLCs are mostly found in the urban areas of the country  
 
and are ‘single integrated local governments’ characterized  
 
by better socio-economic conditions and better service  
 
delivery systems than their counterparts, namely the RLCs.  
 
They have the right to perform the powers and functions that  
 
are stipulated in Section 156 of the Constitution of the  
 
Republic of South Africa, 1996 (Act 108 of 1996), as they  
 
have the status of municipalities, as provided for in  
 
Section 151 of the Act. In the Eastern Cape, there are 94  
 
urban municipalities, the PEM being one of them and also the  
 
focus of this research [White Paper on Local Government,  
 
1998:34; Local Government: Cross-Boundary Act, 2000 (Act 29  
 
of 2000)].  
 
 
The TLCs are responsible for delivering services to meet the  
 
basic needs of their communities, which are, inter alia:  
 
provision of water, the (bulk) supply of electricity;  
 
sewerage purification; and refuse collection. These are the  
 
services on which the PEM will be evaluated so as to  
 
ascertain whether the quality of services for Port  
 
Elizabethans has been improved and sustained (White Paper on  
 
Local Government, 1998:34). 
 
 
The PEM, as with other TLCs, has a narrow tax base which  
 
raises taxes from properties (businesses and individuals),  
 
and the levy of fees, and service charges. This tax base is  
 
insufficient to meet the needs of the local dwellers, hence  
 
other sources of revenue are accessed from grants and  
 
subsidies from the provincial and national governments  
 
(Craythorne, 1997: 391).      
 
 
3.7 Transitional Rural Councils 
                                                             
  
TRCs were established for the purpose of improving and  
 
maintaining governance, as well as for providing basic  
 
services to the rural citizens because they were deprived  
 
and marginalised in the past. Most of the TRCs exist in the  
 
areas which used to be the Homelands, Bantustans or so- 
 
called ‘Self-Governing Territories.’ As South African  
 
municipalities, they are obliged to strive to achieve the  
 
municipalities’ objectives, as provided for in Section 152  
 
of the 1996 Constitution Act, as well as to perform their  
 
powers and functions as provided for in Section 156, as  
 
efficiently and effectively as possible [Local Government:  
 
Municipal Structures Act, 1998 (Act 117 of 1998)].  
 
 
The GLU is responsible for rendering essential services 
to  
 
benefit rural dwellers, especially services which were not  
 
delivered at all by the apartheid government, for example  
 
water, electricity, refuse collection, sewerage reticulation  
 
services, as well as socio-economic development such as  
 
projects that can enhance the area. The devolution of power  
 
by the DCs to the RLCs is currently taking place to improve  
 
the capacity-building of the rural municipalities.  
 
Nevertheless, in areas where the RLCs seem to have a  
 
shortage or a lack of resources, such as financial  
 
resources, and a shortage of skilled and experienced  
 
administrative and management cadres, the DCs have to assist  
 
those RLCs (Craythorne, 1997:391-393; White Paper on Local  
 
Government, 1998:74; White Paper on Municipal Service  
 
Partnerships, 2000).        
 
 
The Eastern Cape Province comprises 89 RLCs that were 
built  
 
up mostly from the Homeland system. RLCs consist of 
elected  
 
councillors and the traditional leaders who serve as ex  
 
officio members of the council [White Paper on Local  
 
Government, 1998:76; Local Government: Municipal 
Structures  
 
Act, 1998 (Act 117 of 1998)]. 
 
 
 
3.8 Traditional Leaders 
 
 
The Constitution of the Republic of South Africa, 1996  
 
(Act 108 of 1996), Section 212, as amended, provides that  
 
“national legislation may provide for a role of traditional  
 
leadership as an institution at local level on matters  
 
affecting local communities.” The traditional leaders are  
 
not elected persons and cannot make political decisions. But  
 
they can advise the rural councillors during policy  
 
formulation and implementation.  
 
 
 
The White Paper on Local Government, 1998, provides for the  
 
role of traditional leadership at the local level (sphere)  
 
as follows: 
 
“1.Acting as head of the traditional authority, and as  
 
   much as exercising limited legislative powers and certain  
 
   executive and administrative powers. 
 
2.Presiding over customary law courts and maintaining law  
 
  and order. 
 
3.Consulting with traditional communities through  
 
  imbizo / lekgotla (i.e. people’s meetings).                                  
4.Assisting members of the community in their dealings  
 
  with the State. 
 
5.Advising government on traditional affairs through the  
 
  Houses and Council of Traditional Leaders. 
 
6.Convening meetings to consult with communities on needs  
 
  and priorities and providing information. 
 
7.Protecting cultural values and providing a sense of  
 
  community in their areas through a communal social frame  
 
  of reference. 
 
8.Being the spokespersons generally for their communities. 
 
9.Being symbols of unity for their community. 
 
10.Being custodians and protectors of the community’s  
 
   customs and general welfare.”  
 
 
3.9 Internal structures of the interim local governments  
 
 
Cooperation at the local government sphere is essential for  
 
good governance. 
 
“Creating a sense of direction for the organisations  
 
requires people at the top (councillors and senior  
 
employees) to be co-directors of the whole business of  
 
government, not just barons protecting their corners”  
 
(Barrat & Downs, 1988:66). 
  
 
The South African municipalities were established in  
 
terms of Act 209 of 1993 for the purpose of governing the  
 
local inhabitants and for delivering services to them. A  
 
municipality, irrespective of which category, must have  
 
internal structures within which the partisan office-bearers  
 
and the non-partisan officials can come together with one  
 
mission and vision of governing and delivering services to  
 
the local inhabitants of the municipality concerned  
 
(Craythorne, 1997:283). 
 
 
The South African municipalities consist of councils with  
 
councillors or homo politicus serving as policy-makers and  
 
non-partisan officials serving as policy advisors and policy  
 
executors, as well as several standing committees. The PEM  
 
comprises the Council, Executive Committee, and five  
 
Standing Committees. The officials that form part of the  
 
council are: the (weak) mayor, councillors and the Chief  
 
Executive Officer or the ‘Council’s Chief of Staff’ or the  
 
Town Clerk. The mayor and councillors are partisan officers  
 
or political representatives elected by the local  
 
inhabitants to represent them in the council, while the Town  
 
Clerk is a neutral person who must “…ensure good quality,  
 
coordinated, corporate advice to the council” (Barrat &  
 
Downs, 1988:46). Local government’s internal structures are  
 
discussed further below. 
 
 
 
3.9.1 Municipal councils 
 
 
The Constitution of the Republic of South Africa, 1996  
 
(Act 108 of 1996), Section 159, provides that the term of  
 
office of municipal councillors must not be more than four  
 
years. One of the main functions of the Council, as  
 
stipulated in Section 160 (1) (a) of the 1996 Constitution,  
 
is to “make decisions concerning the exercise of all the  
 
powers and the performance of all the functions of the  
 
municipality.” The decisions made by the Councils are about  
 
policy formulation and implementation, which requires the  
 
diligence, intricate involvement, and integrity of both  
 
the councillors and professionals.  
 
 
The question that can be asked is: which system can be used  
 
effectively to bring the partisan office bearers and non- 
 
partisan officials together for a common purpose? The reason  
 
is that the Council is the political terrain (body) within  
 
the entire municipality, which consists of proportionally  
 
elected members from the list of political party candidates.  
 
In other words, the councillors are presumably the political  
 
experts who represent their respective wards and  
 
constituencies in the Municipal Councils [see S 157 (2) (b)  
 
of the Constitution of the Republic of South Africa, 1996  
 
(Act 108 of 1996)]. 
 
 
The most effective system that is used for bringing the  
 
councillors and public officials together is the committee  
 
system (Craythorne, 1997: 168). Before examining the  
 
committee systems as internal structures of the council, the  
 
functions of the mayor as political head of the  municipal  
 
council, as well as that of the Town Clerk as the ‘Council’s  
 
Chief of Staff,’ will be discussed first.  
 
 
 
3.9.2 The South African (weak) mayor 
 
 
According to Craythorne (1997: 165), the office of the  
 
South African (weak) mayor was first established by the  
 
Natal Municipal Ordinance, 1854, and had its origin in  
 
England’s Municipal Corporations Act, 1835. The (weak)  
 
mayor is the political head of the council, i.e. he or  
 
she is concerned with policy-making, not with the 
 
administration of the Council. He or she is the chief  
 
citizen, as well as social and ceremonial representative 
of  
 
the Council and the town. He or she becomes the 
embodiment  
 
of the community. He or she is nominated by the 
councillors,  
 
not elected by the public (Craythorne, 1997:165).  
 
 
Craythorne (1997:166-167); Fox & Wissink (1990:112-113); and  
 
Hilliard (1991:126), write that the functions of the South  
 
African mayor are,  inter alia: he or she chairs the Council  
 
meetings; signs the minutes of the Council meetings (either  
 
by himself or with the Chief Executive Officer of the  
 
Council); may convene special Council meetings, if deemed  
 
necessary, and must do so if asked by the required number of  
 
councillors, as provided for by the applicable legislation;  
 
may call public meetings, if he or she thinks fit to do so,  
 
or if asked to do so by a prescribed number of the  
 
electorate; may authenticate documents; may suspend any  
 
employee if found guilty of misconduct; and if any  
 
councillor vacates office due to misconduct or health  
 
reasons, the mayor must receive such a report from the Town  
 
Clerk.    
 
 
 
3.9.3 The Town Clerk 
 
 
The South African Town Clerk is appointed by the Council  
 
to serve as chairperson of the executive committee of the  
 
Council. It is imperative for him or her to give account 
to  
 
the Council on the “efficiency and effectiveness of the  
 
management and administration of municipal government  
 
affairs. He or she must exact accountability from the  
 
directors of various departments about the efficiency and  
 
cost-effectiveness of service delivery, and about the way  
 
they administer and manage their departments. The Town Clerk  
 
works together with the mayor and councillors of the Council  
 
concerned in policy formulation, and with the directors of  
 
departments in policy implementation”(Fox & Wissink, 1990:  
 
115). 
 
 
Barrat & Downs (1988:46) agree that the Town Clerk must  
 
“ensure good quality, co-ordinated, corporate advice to the  
 
Council…” in order to accelerate the quality of service  
 
delivery. This means that the Town Clerk ensures that the  
 
departments work co-operatively towards the same goal of not  
 
only improving the image of the Council, but also of  
 
improving and sustaining the general welfare of the local  
 
citizens.  
 
 
 
3.9.4 The Committee systems 
 
 
The (re-)establishment of the local government committees  
 
as the internal structures in the transitional phase is  
 
stipulated in the Constitution of the Republic of South  
 
Africa, 1996 (Act 108 of 1996), as amended. For instance,  
 
 
Sections 160 (1) (c) and (5) (b and c) provide that a  
 
municipal council “may elect an executive committee and  
 
other committees, subject to national legislation which  
 
must provide the criteria for determining whether a  
 
municipal council may elect an executive committee or any  
 
other committee; or the size of the executive committee  
 
or any other committee of a municipal council.” The  
 
purpose of local government committees is to create a  
 
good working environment for the councillors as well as  
 
foster good relationships between councillors, non-partisan  
 
officials, civics, and other stakeholders in democratic  
 
governance [Constitution of the Republic of South Africa,  
 
1996 (Act 108 of 1996)]. According to Fox & Wissink  
 
(1990:107), committees are essential to “facilitate the work  
 
of the Council and to extend the opportunity for public  
 
participation in the affairs of local government.” 
 
 
 
There are various types of committees in local Government.  
 
Each type has its advantages and disadvantages. It is  
 
crucial for each municipality to co-operatively work with  
 
the ministry of Provincial Affairs and Constitutional  
 
Development so as to understand the technicalities involved  
 
in the criteria provided by national legislation on local  
 
government committees [Section 160 of the Constitution of  
 
the Republic of South Africa, 1996 (Act 108 of 1996)].  
 
 
 
3.9.4.1 The Multiple Committee system 
 
 
Craythorne (1997:170) defines the Multiple Committee  
 
system as a “system whereby the councillors break up the  
 
work into functional units, known as standing committees.”  
 
This means that each department within the Council must have  
 
a standing committee and a councillor must be appointed by  
 
the Council or volunteer him/her to represent the Council in  
 
the committee of his/her choice. Examples of PEM’s Standing  
 
Committees are, inter alia, the Budget and Administration  
 
Committee; the Traffic and Engineering Services Committee;  
 
the Community Services Committee; and the Town Planning and  
 
Land Use Committee.  
 
 
Only heads of departments and senior officials on the  
 
administrative side can take part in policy deliberations in  
 
these committees, and in giving advice to the councillors  
 
who must lead the committee(s) to report and account to the  
 
Council. The delegation of work by the Council to the  
 
committees and departments is preferred, because it allows  
 
effective participation in local government affairs  
 
(Craythorne, 1997: 170-171).  
 
 
The advantages of the multiple committee system (Cloete,  
 
1971: 48; Craythorne, 1997:173; Fox & Wissink, 1990: 113),  
 
are given below:  
 
1.Skills and expertise of non-partisan officials are used  
 
  to the benefit of the entire Council, not only per  
 
  department. 
 
2.Delegation of work by the Council to departments can  
 
  ease the workload of the councillors and make the  
 
  officials feel part of the process of democratic  
 
  governance. 
 
3.Specialization of labour of the councillors can facilitate  
 
  delivery as they volunteer themselves to take part in the  
 
  Standing Committees of their choice (through their areas  
 
  of speciality). 
 
4.Officials can give clarity to the councillors if a  
 
  matter or policy is technical in nature and councillors  
 
  can give clarity and direction if a policy is more  
 
  political in nature. 
 
5.It further promotes participation in governance as all  
 
  stakeholders (i.e. the councillors, officials, business  
 
  sector, NGOs, civics and individual members of the public)  
 
  are intimately involved in policy formulation. 
 
 
There are also disadvantages to the multiple committee  
 
system which could make the choices of the municipality  
 
difficult. It is crucial for the national government to  
 
intervene through the promulgation of national legislation  
 
as the ‘best’ method to guard and monitor the progress of  
 
local government committees. The disadvantages are, inter  
 
alia: 
 
 
1.Time may be wasted, for instance, by the use of political  
 
  jargon by councillors and administrative jargon by  
 
  officials which may lead to unnecessary clarity-seeking  
 
  questions. Secondly, research and the unavailability of  
 
  funds to finance policy can also waste time. Thirdly, the  
 
  decisions taken by the committee should be approved by  
 
  the Council prior to becoming a by-law. 
 
2.It could be difficult to co-ordinate various committees  
 
  and the Council could be proved incompetent and  
 
  ineffective.  
 
3.The ‘neutrality’ of the officials can be influenced as  
 
  they continue interacting with politicians.     
 
4.The committees provide accountability to the Town Clerk  
 
  and then to the Council, not to the public (i.e. there is  
 
  an “absence of accountability towards the citizens”). The  
 
  public could perceive them as henchmen or puppets of the  
 
  Council (Craythorne, 1997:175). 
 
5.Too much fragmentation of the executive functions of  
 
  the Council to various committees generally makes the  
 
  Council inefficient.   
 
 
3.9.4.2. The Executive Committee system 
 
 
The Marais Commission on 16 May 1955 suggested that the  
 
executive committee be established. The Commission  
 
ascertained that the disadvantages of the multiple  
 
committee system are greater than its advantages. For  
 
example, the wasting of time by standing committees, that  
 
is, standing committees provide accountability to the Chief  
 
Executive Officer who is accountable to the Council and  
 
then the Council is accountable to the public (Craythorne,  
 
1997:175). 
 
 
It was suggested that there should be an executive committee  
 
to “formulate the principal objectives of the Council and to  
 
present them, together with plans, to the Council for a  
 
decision; to review progress and access results on behalf of  
 
the Council; to maintain overall supervision of the  
 
Council’s organisation, and of its co-ordination and  
 
integration; to take decisions on behalf of the Council  
 
which exceed the authority of the principal officers; to  
 
recommend decisions to the Council where delegated authority  
 
does not vest in the board; and to be responsible for the  
 
presentation of business to the Council” (Craythorne,  
 
1997:176).  
 
 
The standing committees have to be accountable to the  
 
executive committee(s) as they are regarded as sub- 
 
committees of the executive committee(s). The PEM adopted  
 
the executive committee system as provided for in the Port  
 
Elizabeth One-City Agreement, Schedule 13. Currently, the  
 
committee deals with the “control of revenue collection and  
 
expenditure, and the preparation of the annual budget(s)”  
 
(Craythorne, 1997:177).  
 
The executive committee is responsible for deciding on how  
 
many standing committees must operate during the term (four  
 
years) of the Council, and on the appointment of an ad hoc  
 
committee (i.e. a committee appointed to deal with special  
 
matters requiring the urgent attention of the Council; 
once  
 
the issue is resolved, the committee can be dissolved) in  
 
matters of urgency, but this decision must be approved by  
 
the Council (Craythorne, 1997:177). 
 
 
3.10 Local government public service 
 
 
When the new dispensation was ushered in in 1994, the 
most  
 
significant task was to build a local public service 
capable  
 
of improving and sustaining democratic governance as well 
as  
 
providing services efficiently, effectively and  
 
economically. The restructuring and transformation of 
local  
 
government administration must meet the challenges of  
 
delivering quality and affordable services to the people. 
A  
 
democratic state is a state which governs the country  
 
together with society, and delivers services to society 
for  
 
the benefit of the whole society (White Paper on  
 
Transforming Government Service Delivery, 1997).  
 
 
 
The GLU, in order to restructure and transform its  
 
administration effectively, must follow the basic values and  
 
principles governing the public administration of the  
 
country, as provided for in Section 195 of the 1996  
 
Constitution. The Public Service Act, 1994 (Proc 103 of  
 
1994), and the Constitution of the Republic of South Africa,  
 
1996 (Act 108 of 1996), as amended, requires local  
 
government public service, as with the other two spheres of  
 
government, to adhere to the following basic values and  
 
principles:  
 
1. ”A high standard of professional ethics must be  
 
    promoted and maintained. 
 
2. Efficient and economic use of resources must be promoted. 
 
3. Public administration must be development-oriented. 
 
4. Services must be provided impartially, fairly,  
 
   equitably and without bias. 
 
5. People’s needs must be responded to, and the public  
 
   must be encouraged to participate in policy-making. 
 
6. Public administration must be accountable. 
 
7. Local government’s public administration must provide  
 
   the public with timely, accessible and accurate  
 
   information and must foster transparency [Promotion  
    
   of Access to Information Act, 2000 (Act 2 of 2000)]. 
 
8. Good human-resource management and career-development  
 
   practices to maximize human potential must be cultivated. 
 
9. Public administration must be broadly representative 
 
   of the South African people, with employment and  
 
   personnel management practices based on ability,  
 
   objectivity, fairness, and the need to redress the  
 
   imbalances of the past to achieve broad representation.”  
 
The above principles are explained individually so as to  
 
give an in-depth understanding of the present scenario of  
 
local government administration. Simultaneously, the PEM’s  
 
administration in attaining excellence in the administration  
 
of service provision processes will be evaluated. 
 
 
As far as the promotion and maintenance of professional  
 
ethics is concerned, the Eastern Cape (the province where  
 
the PEM is located) government is nationally known for being  
 
‘riddled’ with corruption and maladministration, fraud and  
 
overspending, ineffectiveness and incompetence to govern,  
 
and the inability to deliver services to the community. The  
 
disregard for professional ethics in the Eastern Cape  
 
province led to the Presidential Review Commission  
 
recommending that the “Province must be taken over by  
 
central government” [Cooper (Eastern Province Herald, 23/  
 
03/1998:2)]. 
 
 
A Code of Conduct for public servants, including  
 
municipal employees, was implemented in 1997 for the purpose  
 
of acting as a guideline to public servants in all spheres  
 
of government on what is expected of them from an ethical  
 
point of view, both in their individual capacity and their  
 
relationship with others. Compliance with a Code of Conduct  
 
is expected to enhance professionalism and to help ensure  
 
confidence in the Public Service [Public Service Act, 1994  
 
(Proc 103 of 1994)]. The promulgated Code of Conduct covers  
 
the following principles and values: 
 
 
1. “Public servants’ relationship with the legislature  
 
    and the executive, requiring loyalty and accountability.  
 
2. Relationships with the public, requiring impartiality,  
 
   fairness and respect in the delivery of services. 
 
3. The obligations of individual employees in their work  
 
   relationship with one another. 
 
4. Values associated with the performance of duties,  
 
   aimed at instilling ideals of honesty, efficiency,  
 
   accountability, transparency, and to fight corruption,  
 
   fraud, nepotism, and conflict of interest(s) among  
 
   workers. 
 
5. The principles and values related to personal conduct  
 
   and private interest, to instil responsible behaviour and  
 
   integrity, as well as to provide guidelines to counteract  
 
   bribery” [Public Service Act, 1994 (Proc 103 of 1994);   
 
   Government Gazette, 10/05/ 1997)]. 
 
 
The Eastern Cape government and its local spheres of  
 
government must apply more stringent measures to enhance  
 
efficient, effective, economical and professional  
 
administration not just for the authorities, but for the  
 
local inhabitants as well. It is crucial that the local  
 
spheres of government focus on certain priorities,  
 
i.e. “scarce resources should be allocated and services  
 
rationed in relation to needs” (Clarke & Stewart, 1990: 26). 
 
The notion of delivering quality services, or how  
 
quality services are delivered (how service inputs are  
 
converted to service outputs) can be as important as  
 
which services are excellently attained, i.e. service  
 
outputs. This means that resources used for superlative  
 
delivery must add value to all citizens who are part of the  
 
electorate, customers, and service end-users (Barrat &  
 
Downs, 1988:91).  
 
 
Some of the Eastern Cape local authorities proved to be  
 
inefficient, ineffective and uneconomical in terms of  
 
using limited resources in order to meet unlimited basic  
 
needs of the citizens. For instance, the City Press  
 
(3/03/1998:6) reported that the “Butterworth councillors  
 
were accused of improperly spending a R14,5m provincial  
 
government grant, overpaying themselves by R1,3m, 
 
defaulting on rates and taxes by R54 000, and ringing up  
 
a R125 000 cellphone bill.” Citizens demand value for  
 
their votes and taxes, hence, local governments  
 
must also show value for the use of financial resources  
 
by being accountable to the taxpayers and to the electorate.  
 
 
 
It is important for the Eastern Cape local government to  
 
begin to learn to improve and maintain fiscal discipline, if  
 
they are really keen to improve the efficiency of their  
 
management. 
 
 
 
The first priority of the interim local spheres of  
 
Government is to stimulate and facilitate development for  
 
the benefit of local inhabitants. Local government  
 
public administration must enable the private sector,  
 
QUANGOs and NGOs to develop the communities and provide  
 
services on their behalf (White Paper on the Reconstruction  
 
and Development Programme, 1994: 19).  
 
 
 
Secondly, a way must be sought to develop the local economy  
 
so that people can access jobs and thereafter pay for the  
 
services provided to them. Local governments must teach  
 
people skills and not give them handouts. Wilson & Game  
 
(1994:27) write that in order for local government to be  
 
effective in development, municipalities must play a role as  
 
“facilitator and should provide advice, assistance and  
 
finance to individuals or organisations” undertaking  
 
developmental activities that are in line with national  
 
policies (e.g. the Constitution, the RDP and Gear),  
 
provincial policy and campaigns (e.g. the Masakhane  
 
Campaign), as well as local government policies (e.g. the  
 
Indigent Policy). Development-oriented local government  
 
administration provides the means by which people can meet  
 
their needs, for example, finance or capacity-building, and  
 
imparts entrepreneurial skills to the community (Clarke &  
 
Stewart, 1990: 30).  
 
 
Development-oriented local authorities enhance nation- 
 
building. Local authorities must develop their  
 
infrastructure such as road and transport networks, health  
 
institutions and their processes, and many more activities.  
 
so as to enhance indigent participation in developmental  
 
projects (White Paper on Local Government, 1998).   
 
 
 
Local spheres of government are constitutionally bound to  
 
deliver services impartially, fairly, equitably and  
 
without bias. Local governments are required to act in a  
 
manner which is constitutionally and morally acceptable  
 
to the citizens. Provision of services cannot be treated as  
 
a privilege to be enjoyed by a few, but must be treated as a  
 
right of each and every South African citizen [Hanekom  
 
(SAIPA) Vol.28, No.3.1993:195]. 
 
 
 
Local government, as the closest government to the citizens,  
 
has to be sensitive to the provision of people’s basic  
 
needs. Sensitivity to people’s needs requires local  
 
government to be sensitive to service delivery, as Barrat &  
 
Downs (1988:6) write: “local authorities are both a means to  
 
an end of sensitive service provision to the public, and  
 
also meet fundamental democratic participation.” The  
 
response to citizens’ needs has to be swift, appropriate,  
 
and efficient in order to maintain an effective relationship  
 
with the public (Clarke & Stewart, 1990:12).  
 
 
 
Local government requires responsive management to 
provide  
 
directives on types of services available, the cost of  
 
services, methods of paying for such services, nearest  
 
offices or places where citizens can pay for services, and  
 
policies developed to aid those who cannot pay due to  
 
economic reasons. Communities must participate in service  
 
delivery by being involved in policy-making processes and in  
 
assisting the local authorities in exposing defaulters. The  
 
problem of non-payment of municipal services in the PEM has  
 
visible effects or repercussions at the local government  
 
sphere. For example, the PEM is finding it difficult to  
 
sustain service delivery due to the unavailability of  
 
finances and service disparities, and is thus becoming more  
 
and more discredited by the paying citizens [Hilliard &  
 
Binza (Evening Post, 21/08/1997:4)]. For example, the PEM  
 
was owed more than R280 million in 1999 by the citizens  
 
(Eastern Province Herald, 23/04/ 1999). 
 
 
Cloete (1995:xi) writes that “an accountable government and  
 
public administration is an indispensable requirement, and  
 
will remain a challenge for every citizen and public  
 
functionary in a democratic state.” The responsibility of  
 
local government is to be accountable to the higher spheres  
 
of government, and to their communities. Barrat & Downs  
 
(1990:67) state that “the need to move from ‘professional  
 
responsibility’ (where senior non-partisan officials are  
 
 
operating alone) to ‘managerial accountability’ (where both  
 
councillors and non-partisan officials are accountable to  
 
the community as corporate staff of the council), is now an  
 
acknowledged idea.” The local authorities can give account  
 
to the public in the form of mass meetings, media and  
 
newspaper reports financed by the authorities. For example,  
 
the PEM uses community newspapers for the purpose of  
 
briefing the citizens on what is achieved and on what is  
 
still in the process of being achieved, in news papers such  
 
as Community News, Sunshine, New Mirror, PE Vision, and Port  
 
Elizabeth Express. Accountability enables the higher spheres  
 
of government to exercise thorough evaluation and control  
 
over the affairs of local government (Morris, 1990:57).  
 
 
 
The way in which services are delivered and decisions are  
 
made must be transparent and open to the communities as  
 
citizens have the right of access to any information held by  
 
the state [S 32 (1) (a) of the Constitution of the Republic  
 
of South Africa, 1996 (Act 108 of 1996); Promotion of Access  
 
to Information Act, 2000 (Act 2 of 2000)]. The state is  
 
required to use the pluralistic model of policy-making, not  
 
an elitist model of policy-making which prescribes that a  
 
handful of persons formulate policies for the majority  
 
[Hilliard & Binza (Evening Post, 24/07/1997:4)]. According  
 
to Hilliard & Binza (Evening Post, 24/07/1997:4)  
 
transparency and accessibility to accurate information held  
 
by the government can be improved by regular public mass  
 
meetings, adequate dissemination of information through the  
 
print and electronic media, allocating ample time, on a  
 
non-partisan basis, for media coverage of political issues,  
 
initiating adult-learning programmes to improve the  
 
knowledge of the uninitiated, and to bring them on a par  
 
with the politically sophisticated section of society.  
 
Constant communication between local government and  
 
local dwellers on issues such as democratic governance and  
 
policy-making processes, and service delivery processes  
 
should be sought. Barrat & Downs (1990:45) write that  
 
accessible and accurate information must be in a “digestible  
 
form which is free of professional jargon,” that is, it must  
 
be understandable to both sophisticated and unsophisticated  
 
persons.  
 
 
Transparency and access to services is characterized by a  
 
quick and helpful response on the telephone, newspapers or  
 
letters which are easily comprehendible, effective service  
 
given by receptionists, and employees who do not only know  
 
their job per se, but know all the types of services  
 
delivered in his/her department and the entire council as  
 
well as the person in charge of delivering the service  
 
(Stewart, 1988:49). Public officials should cease to delay  
 
when the citizens inquire about any kind of information held  
 
by municipalities. 
 
 
In modern times, service delivery must be professionally  
 
administered and managed as well as ‘competently’  
 
delivered. The rationale behind this is to improve and  
 
sustain the process of service delivery. It is evident  
 
that the quality and excellence of local government service  
 
delivery is in the hands of public officials and councillors  
 
[Hilliard & Binza (Evening Post, 24/07/1997:4)]. 
 
 
It is necessary to (re-)orientate and (re-)train both the  
 
‘old’ and the ‘new’ municipal officials so as to maximize  
 
their human potential. Imparting particular skills to  
 
councillors will help them to use their authority and  
 
influence to better effect, and ensure that their own, non- 
 
partisan time, and skills and energy are directed not just  
 
to purposeful management or efficient administration, but  
 
also in attaining excellence in service delivery (Barrat &  
 
Downs, 1988:6). 
 
 
Career-development is crucial for “successful human  
 
resource planning and utilization” particularly in the local  
 
spheres of government [Hilliard (Evening Post, 24/01/1997:6;  
 
Evening Post, 02/04/1997; and Sandi (Community News,    
 
08/08/1997:1)]. Career-development helps councillors and  
 
officials to make better use of scarce resources to meet  
 
the unlimited needs of the communities through efficient and  
 
effective service delivery. The Local Government Education  
 
and Training Board which was established in terms of the  
 
Manpower Training Act, 1989 (Act 56 of 1989), and the  
 
Training Board for Local Government Bodies which was  
 
established in terms of the Local Government Training Act,  
 
1985 (Act 64 of 1985), are currently operating as training  
 
centres for training local government managers (White Paper  
 
on Local Government, 1998:103). 
 
 
In the interim period the training system is still  
 
“fragmented and inefficient, and unresponsive to the new  
 
training needs of local government.” The reason could be  
 
that of management (re-)training and (re-)orientation as  
 
well as career-development by the training institutions  
 
being “menu-driven rather than needs-driven,” i.e. geared  
 
to the needs of developmental local government (White Paper  
 
on Local Government, 1998:103). Some possible remedies to  
 
this problem will be proposed in the normative model for  
 
future local government. 
 
 
The 1996 South African Constitution requires the public  
 
service to be representative of all races in the country,  
 
with emphasis on those who were disadvantaged and  
 
marginalised in the past. South Africa is a heterogeneous  
 
country. It is constitutionally and morally acceptable 
and  
 
admirable if the public sector staff can reflect the various  
 
races of the country. This must be done fairly and on merit  
 
in order to redress the imbalances of the past. The  
 
employment process must take place equitably with due regard  
 
to blacks, women, and the disabled, as specified in terms of  
 
employment equity legislation [Hilliard & Binza (Evening  
 
Post, 24/07/1997:4)].  
 
 
 
According to Hilliard (Paper presented to the International  
 
Institute of Administrative Sciences Conference, 14-17/07/  
 
1997:9), it is imperative for the government to ensure that  
 
public administration “draws on the skills and talents of  
 
all South Africans.” The GNU implemented affirmative action  
 
in 1994 as a policy to enforce and ensure the intake of  
 
disadvantaged people, women of all races, and the disabled  
 
in the public service and the private sector. The Labour  
 
Relations Act, 1995 (Act 65 of 1995), was passed to promote  
 
economic development, social justice, labour harmony and  
 
democracy in the workplace. The Employment Equity Act, 1998  
 
(Act 55 of 1998), which requires both the public and the  
 
private sectors to start changing the composition of their  
 
workforce to achieve equitable representation of the black  
 
populace, women, and the disabled, is another piece of  
 
significant legislation.  
 
 
 
The Skills Development Act, 1998 (Act 75 of 1998), was  
 
promulgated with the aim of making the necessary skills  
 
requirements available to both public servants and private  
 
sector employees in order to effectively meet the needs of  
 
expanding national and international markets.  
 
 
All the above efforts made by the government are to ensure  
 
that efficient and effective representation of the South  
 
African populace in the public service and the private  
 
sector is not considered as political ‘slogans’, but  
 
as a meaningful effort to equip people needed in the 
 
provision of public services (White Paper on Local  
 
Government, 1998:141).  
 
 
3.11 Problems faced by the Port Elizabeth Transitional  
 
Local Council 
 
 
How does the PETLC meet the basic needs of the local  
 
citizens compared with other local authorities in the  
 
Eastern Cape Province in particular and the country in  
 
general? The Eastern Cape Province comprises 183  
 
municipalities and is the second poorest province in the  
 
country. More than 60% of the populace in the province are  
 
unemployed (White Paper on Local Government, 1998:141-142). 
 
 
The PEM has a developing or developed area found in the  
 
former White areas, as well as an underdeveloped area found  
 
in the urban peripheries and in the so-called Black areas  
 
(i.e. the townships and the Northern areas). One should  
 
consider how the basic services such as water; sewerage  
 
reticulation; refuse collection; and electricity; and other  
 
services are delivered by the municipality. In the Port  
 
Elizabeth urban periphery, people fetch water from the  
 
water-kiosks, rivers, and fountains which are not  
 
hygienically treated and metered, as is the case in the  
 
urban areas. The majority of the African people come from  
 
rural areas where they walk long distances in order to  
 
satisfy their need for water [Hillerman (Reality, 01/1990,  
 
Vol. 22:27)].  
 
 
The PETLC, through the RDP and the Masakhane projects,  
 
installed taps in some of the squatter and slum areas and  
 
the people just walk 2-5 kilometers to the taps and do 
not  
 
pay. The reason for not paying is two-fold: most of the  
 
people are unemployed and some of the rural populace, 
though  
 
residing in PE permanently, find it difficult to pay for  
 
water because they believe that “no person, even the  
 
government, can sell God’s water to them” [Hillerman  
 
(Reality, 01/1990, Vol. 22:27)].  
 
 
In the urban areas, people are forced by law to pay for  
 
water because the process of installation is expensive 
and  
 
the water is hygienically treated with expensive chemicals.  
 
They use metered water particularly in the so-called White  
 
areas, and in some of the areas in the townships (e.g.  
 
Zwide, KwaZakhele, New Brighton and Soweto-On-Sea areas) the  
 
unmetered water system is used. There are also people  
 
staying in squatter camps and slum areas who do not have  
 
access to these facilities. One would find one faucet or tap  
 
serving more than 500 people in the squatter camps, although  
 
some ask for water from their neighbours who stay in cement  
 
houses [Hillerman (Reality, 01/1990, Vol. 22:27)]. To remedy  
 
the situation, taps should be installed in these areas and  
 
water meters in those houses that are not metered. If the  
 
government does not treat this as a matter of urgency, one  
 
fears a situation, where most people will refuse to pay for  
 
water because they are extending kindnesses to people who do  
 
not have access to water, as is the case in squatter camps  
 
and slum areas. Purified water is also essential to prevent  
 
the spread of diseases such as cholera. 
 
 
Regarding sewerage disposal, some of the township residents  
 
are still using the bucket system, particularly those  
 
staying in squatter camps, slum areas and the developing  
 
shack areas such as KwaNoxolo. For many years, and still  
 
today, many Black people use pit latrines such as VIP’s  
 
(Ventilated Improved Privies) and Aqua Privies, “as  
 
temporary sanitation measures until waterborne sewerage is  
 
provided” [Hillerman (Reality, 01/1990, Vol. 22:27)].  
 
 
Many people complain that when the sanitation system has a  
 
problem of drains or pipes leaking, the authorities take  
 
more than two days to fix it which reveals an inefficiency  
 
in service delivery. Citizens complained of “high rates paid  
 
for poor services which is burdensome and exploitative of  
 
their rights to basic services” (Masakhane meeting held at  
 
Port Elizabeth Feather Market Hall on the 20 May 1998). Some  
 
of the White citizens complained about their exploitation in  
 
terms of paying for services, while their Black counterparts  
 
are defaulting.  
 
 
The Port Elizabeth urban peripheries and some township  
 
dwellers have to take care of their own refuse. They use an  
 
unsophisticated way of rubbish collection that has severe  
 
health problems; i.e. they use a pit normally one meter  
 
deep that is within their homestead yard (for urban  
 
peripheries and for township dwellers a pit is dug at the  
 
corners of the streets). It is the responsibility of the  
 
government to teach people about the dangers of the system  
 
as it has negative effects on people’s health, and which, in  
 
the end, will result in more taxpayers’ money being needed  
 
for health services. The idea is that it is better to treat  
 
the cause than doctor the symptoms. In the urban areas,  
 
residents are provided with refuse drums and bags for 
 
the purpose of refuse collection. Then refuse drums and bags  
 
are emptied once or twice a week. Service charges are  
 
charged to local dwellers in order to sustain the delivery  
 
process (Eastern Province Herald, 23/03/1998: 5).  
 
 
There are problems inhibiting the attaining of excellence of  
 
the system prevalent in the informal areas where shacks  
 
developed so close to one another that they do not leave  
 
sufficient space for refuse collectors to access the refuse.  
 
Problems of this nature normally cause shack residents to  
 
dump refuse in open spaces which pose a hazard to human  
 
health [Hillerman (Reality, 01/1990, Vol.22:29)].  
 
 
 
Electricity is considered to be one of the basic services  
 
that improves the quality of life of inhabitants. It is  
 
needed for cooking food, gives light at night, and provides  
 
heat on cold days. Electricity is mostly used in the urban  
 
areas and is accessible to many urban residents. The GNU  
 
installed electricity in more than one million houses in the  
 
Eastern Cape which are mostly owned by Blacks, Coloureds and  
 
Indians. More than 150 000 shacks are already electrified in  
 
the Port Elizabeth area. The PEM is currently extending this  
 
service to the neighbouring municipalities (South African  
 
Yearbook, 1997:103). Unfortunately, many individuals,  
 
private companies and even the government defaults in the  
 
payment for services. For instance, some schools in the Port  
 
Elizabeth area were temporarily closed due to non-payment of  
 
electricity and water (Evening Post, 13/16/1998).     
 
 
 
There is a high rate of municipal service defaulters in  
 
the municipality which should be addressed urgently.  
 
For example, PEM had outstanding arrears of more than 
R210  
 
million in 1998 [Mackiever (Eastern Province Herald,  
 
7/03/1998]. The amount due to PEM showed a marked increase  
 
to R280 million in 1999 [Mackiever (Eastern Province Herald,  
 
23/04/1999)].  
 
3.12 Conclusion 
 
 
The restructuring and transformation of the South African  
 
spheres of government is seen to be in three phases, viz:  
 
the pre-interim phase which started after the signing of 
the  
 
Kempton Park agreement in 1993 and ended before the first  
 
democratic elections in 1994, although, with regard to local  
 
government, the pre-interim phase terminated prior to the  
 
local government election in 1995. With specific reference  
 
to the PEM, the pre-interim phase began after the signing of  
 
the Port Elizabeth One-City Agreement in 1994 and terminated  
 
after the local government elections on 6 November 1995. The  
 
interim phase began after 6 November 1995 until the 5  
 
December 2000.  
 
 
 
Immediately after the holding of local government elections  
 
on 5 December 2000, the developmental local government will  
 
emerge with strong political leadership and will render  
 
social services through privatisation; leases and  
 
concessions; public-public-partnerships; contracting out;  
 
corporatisation; public-private-partnerships; and  
 
partnerships with NGOs and CBOs. The PETLC will be merged  
 
with the Despatch and Uitenhage Transitional Local Councils  
 
to form a Port Elizabeth /Uitenhage Metropolitan Council  
 
(i.e. a category A municipal authority called the Nelson  
 
Mandela Metropolitan Municipality).  
 
 
 
Another reason is that many Blacks were not paying  
 
for services as they were fighting for the abolition of  
 
the apartheid policy. The non-payment culture also existed  
 
during the interim phase which created financial  
 
difficulties for the Municipality. The TLCs implemented the  
 
Masakhane Campaign to urge people’s participation in  
 
sustaining service delivery. The Indigent Policy was also  
 
implemented with the aim of aiding the poor to pay for  
 
services. Today the different (old) PEM’s administrations  
 
are restructured and transformed into one unified system  
 
which strives to render services equitably, impartially,  
 
non-biasedly, and non-discriminatorily. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CHAPTER 4 
   
 
 
A NORMATIVE MODEL FOR ATTAINING EXCELLENCE IN  
 
SERVICE DELIVERY IN THE PORT ELIZABETH 
MUNICIPALITY 
 
 
4.0 Introduction 
 
 
The normative model for local government proposes an ideal  
 
service delivery framework for the 21st century for PEM and  
 
other South African local authorities, and could be  
 
implemented immediately after the year 2000 local government  
 
elections. The present situation in South African local  
 
authorities is that they focus on services, i.e. the  
 
tangible part of service provision, for example electricity,  
 
water, refuse collection, sewerage reticulation, and  
 
numerous other services which they render, rather than  
 
focusing on the service delivery processes and policies and  
 
on the community they service.  
 
 
 
The model proposes that local authorities should not use  
 
the traditional approach or style of service delivery; a  
 
customisation approach should rather be adopted (i.e. a  
 
business approach) to service delivery. The reality is that  
 
in contemporary South Africa services cannot be provided for  
 
free as this could increase the financial burden on local  
 
authorities.  
 
 
Local authorities could learn how services are provided  
 
from the private sector and learn to understand why the  
 
private sector is putting customers first as the corner- 
 
stone of their businesses. Local authorities should consider  
 
putting citizens first as the cornerstone of service  
 
provision and to attaining the principles of democracy. The  
 
goal of putting people first is to sustain the process of  
 
service delivery. Sustainability of services could be  
 
determined by what happens after the municipality has  
 
delivered services to the community for consumption  
 
purposes and after the inhabitants have consumed the  
 
services, which leads to customer satisfaction (or even  
 
dissatisfaction).  
 
 
Payment for services should be regarded as a constitutional  
 
and moral norm to be practised by all local inhabitants,  
 
with the exception of indigents. The Indigent Policy was  
 
formulated with the aim of helping those households or  
 
inhabitants whose combined monthly income does not exceed  
 
R950. The Indigent Policy provides for households whose  
 
monthly income is less than R950 per month and who qualify  
 
for 100 per cent subsidy on rates, service charges,  
 
sewerage, refuse collection charges, and 12 kilolitres of  
 
water (Eastern Province Herald, 17/05/1999:3). 
 
 
The reality concerning municipal service delivery is that it  
 
is not municipal services (e.g. tangible services such as  
 
water, electricity, refuse collection, and sewerage  
 
reticulation) that sustain the process of delivery, but the  
 
people or community in that municipal area. It is suggested  
 
that the PEM should develop implementation, evaluation and  
 
control policies or methods of regulating the sustainability  
 
of the service delivery process (Eastern Province Herald,  
 
17/05/1999:3). 
 
 
 
The model proposes that municipalities should employ a  
 
business strategy where competition is practised both in  
 
legal and ethical terms. This implies that CBOs; NGOs and  
 
the private sector should be allowed to render community  
 
services as provided for in the White Paper on Local  
 
Government, 1998, as well as the White Paper on Municipal  
 
Service Partnerships, 2000.  
 
 
 
Some of the community services could be privatised and  
 
contracted out so as to reduce the financial burden on local  
 
authorities. Effective control measures should be exercised  
 
by the municipality over those privatised or contracted out  
 
services to prohibit unfair practices towards the local  
 
inhabitants. The service delivery model (see figure 4.1) is  
 
tailored and fashioned to attain excellence in service  
 
delivery at the local spheres of government by bringing all  
 
services up to the highest possible quality (White Paper on  
 
Municipal Service Partnerships, 2000).  
 
Note: The service delivery model could be implemented by the  
 
Nelson Mandela Metropolitan Municipality which will consist  
 
of the areas of the PEM, Uitenhage and Despatch, the Local  
 
Council of Seaview and Blue Horizon Bay, portions of the  
 
Western District Council, and portions of the TRCls of  
 
Uitenhage and PEM. After the 5 December 2000 local  
 
government elections, the PEM will function or operate as  
 
independent administrative offices within the Nelson Mandela  
 
Metropolitan Municipality. The model focuses on service  
 
delivery environments, service inputs, service conversion,  
 
service outputs, and feedback. The systems model is  
 
developed and proposed as follows:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4.1 SERVICE DELIVERY MODEL 
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Adapted from David Easton (1953); and Fox, Schwella and  
 
Wissink’s (1991) models. 
 
4.1 Service delivery model: a new paradigm 
 
 
To emphasis the need for change, the following should be  
 
noted: “Change is part of the world in which local  
 
authorities are set and that change comes not from  
 
legislation alone, but from a changing society and a  
 
changing environment. Therefore, change challenges the role  
 
that authorities had come to accept as the administration of  
 
direct service provision” (Clark & Stewart, 1990:1). 
 
 
The service delivery model brings to the fore a new 
paradigm  
 
for local authorities. It is a multi-faceted service  
 
delivery model which divides the process of managing 
service  
 
delivery into two identifiable and definable areas of 
focus,  
 
viz: the application of the recognised traditional view 
of  
 
government as the main provider of essential social  
 
services, which results in an optimal governing strategy.  
 
 
 
The second area focuses on the identification, employing 
and  
 
monitoring of the most suitable external service provider  
 
(e.g. private sector organisation, NGOs, and CBOs). The 
main  
 
objective of this model is to achieve, through the  
 
continuous interaction between these areas of focus,  
 
excellence in service delivery in the local spheres of  
 
government. Excellence, in this regard will be gauged by  
 
optimised sustainability (profit) of the municipality, as  
 
well as full participation of all local governance  
 
stakeholders (particularly participation of local  
 
inhabitants). The new paradigm provides for local  
 
authorities to manage and administer service delivery  
 
institutions or municipal departments efficiently,  
 
effectively and economically. Local authorities should 
shift  
 
their old, traditional paradigm of service delivery, 
which  
 
was inefficient and ineffective, to the needs of the 
local  
 
inhabitants. The traditional way of service delivery has  
 
caused the PEM to be in arrears to an amount totalling  
 
R307,1 million as at April 1999 (cumulative from 1994-
1999)  
 
and the situation is reported as “beyond the city’s  
 
financial ability” (Eastern Province Herald, 
13/05/1999:6).  
 
 
 
The new paradigm proposed is the government-business  
 
paradigm (Private-Public-Partnership) for efficient,  
 
effective and economical service delivery aimed at  
 
benefiting the entire population of the city. 
Municipalities  
 
should employ business strategies and methods with the 
aim  
 
of sustaining themselves and improving the quality of 
life  
 
of local inhabitants (Development Bank of Southern 
Africa,  
 
Vol.16, no.4, Summer, 1999: 589). They should not aim at  
 
making a (book) profit, but ‘adequate’ revenue should be  
 
collected to keep them rendering basic community services  
 
without a loss (i.e. without service arrears). The reason  
 
for the need for adequate revenue is that municipalities 
buy  
 
some of the services, for example PEM purchases 
electricity  
 
from Eskom and distributes or sells it to inhabitants and  
 
businesses at an ‘affordable price’ thereby making a 
small  
 
profit. The PEM also purchases petrol used for refuse  
 
collection trucks, and makes a small profit on other  
 
services it renders.    
 
 
The government–business paradigm can benefit both the  
 
‘haves’ and the ‘have-nots.’ Municipalities could 
continue  
 
with the implementation of the Indigent Policy to benefit  
 
the indigent population of the city. Funds for social  
 
purposes should be made available. The business side of  
 
service delivery should be developed in order to equip 
both  
 
the indigent and the ‘haves’ with the necessary  
 
entrepreneurial skills in order for them to compete 
locally  
 
and internationally. This paradigm is in line with  
 
the objectives of the Gear. The fundamental goal of  
 
developmental local government is to “create sustainable  
 
economic and employment growth, and to enable the 
provision  
 
of basic services for the people of the province” 
(Eastern  
 
Cape Provincial Growth and Development Strategy, 1997:4).   
 
 
Attaining excellence in service delivery, particularly at  
 
the local spheres of government, is one of the 
government’s  
 
commitments to the improvement and maintenance of the  
 
general welfare for South African citizens of the 21st  
 
century. It is required of developmental local government 
to  
 
begin designing quality and equity into service 
provision,  
 
and tendering for selecting the right NGOs, CBOs and 
private  
 
companies to render local services. Stringent accounting 
and  
 
control systems, especially for monitoring the 
‘contracted  
 
out’ companies, force them to account, and such measures  
 
should be developed thoroughly (Eastern Cape Provincial  
 
Growth and Development Strategy, 1997:4).    
 
 
Future local authorities are required to be development-  
 
orientated, financially viable, have strong political  
 
leadership, (re-)build their administrative systems by  
 
training public servants, deliver services using the  
 
existing delivery systems (build on existing systems),  
 
privatise, contract out, develop leases and concessions,  
 
form partnerships with NGOs and CBOs, forge public-private-  
 
partnerships, corporatise, as well as implement the  
 
Batho Pele policy so as to attain excellence in service  
 
delivery (White Paper on Local Government, 1998, and the  
 
Batho Pele White Paper, 1997; Tropman, 1997: 87).  
 
 
The crucial point that municipalities should not ignore  
 
when implementing the model is that of ensuring the  
 
maintenance of accountability by guaranteeing the rights of  
 
people to participate in decision-making processes, as is 
 
necessary in a democratic society. Clearly, effective  
 
government will be judged in terms of its impact on service  
 
delivery (Bekker, 1996:171). Another way of attaining  
 
excellence in service delivery is through increased  
 
productivity and the performance of employees. Developmental  
 
local government should try to reduce inputs and increase  
 
service outputs. Simultaneously, it should maintain  
 
comprehensiveness (i.e. the ability to resolve conflict and  
 
arrest corruption); and manage the influence of the general  
 
and specific environments so as not to impede superlative  
 
service provision (Bekker, 1996:171).     
 
 
 
4.2 The public service delivery environments 
 
 
Prior to any action directed to attaining excellence in  
 
service delivery at the local spheres of government, it is  
 
periodically or often necessary to start off by focusing on  
 
what goes on around the service delivery process, i.e. the  
 
environments. The rationale is to heed the fact that the  
 
provision of public services does not occur in a vacuum,  
 
but takes place within certain environment(s). Attaining  
 
excellence in developmental local government will be  
 
affected or influenced by changes taking place in these  
 
environments (Botes, 1995:18).  
 
 
The influence of the environments is either positive or  
 
negative. The positive influences normally lead to the  
 
achievement of the objectives of local government as  
 
provided for in the Constitution of the Republic of South  
 
Africa, 1996 (Act 108 of 1996), while the negative  
 
influences or ill-effects on service delivery can be caused  
 
by acts of God, by government, or by other factors. An 
act  
 
of God can create service disparities or negative 
effects,  
 
for example when there is a flood, a volcanic eruption, 
and  
 
drought. Corruption; inability of government personnel to  
 
work or operate in cyberspace, or the ineffective use of  
 
technology; public servants not orientated and trained to  
 
render services efficiently and effectively in order to 
meet  
 
the changing needs of the people; and maladministration  
 
existing in government can all have ill-effects on 
service  
 
delivery. It is essential for the government to 
successfully  
 
manage the influences of the environments (Chemineis, et 
al.  
 
1998: 48-49; Fox, et al. 1991:6).  
 
 
The service delivery model (see figure 4.1) depicts two  
 
types of environments that should be considered when  
 
services are provided, viz: the general environment  
 
(political, social, economic, technological, and legal  
 
aspects of the environment) and the specific environment  
 
which comprises the following: 
 
 
1.Suppliers of services, e.g. the private sector and  
 
  government. 
 
2.Regulators, i.e. the government should regulate how  
 
  services will be provided through monitoring and  
 
  controlling the performance of both the municipalities and  
 
  its partners by means of by-laws, rules and regulations. 
 
3.Competitors, i.e. the specific environments allow  
 
  municipalities or departments to compete with the private  
 
  sector, NGOs, and CBOs in rendering quality and affordable  
 
  services. 
 
4.Consumers or service end-users: service end-users are  
 
  South African citizens and international communities (Fox,  
 
  et al. 1991:6).  
 
 
4.3 Service inputs 
 
 
This section serves to explain how service inputs can be  
 
made in order to enhance service excellence, and what kind  
 
of inputs can be used to attain excellence in service  
 
delivery in developmental local government. In this regard,  
 
service inputs are related to ‘external stimuli’ because  
 
the process of service input is influenced by the general  
 
and specific environments (Fox, et al. 1991:6).  
 
 
It is necessary to begin by examining the types of goods and  
 
services that human beings want and demand, and thereafter  
 
look at the nature and extent of government involvement in  
 
meeting their wants and demands. Ability to pay is relevant  
 
in this context. Examples of types of services required and  
 
demanded by human beings are basic or essential services  
 
(e.g. water, electricity, houses, clean air, health, etc.);  
 
developmental services (recreational facilities, libraries,  
 
education, etc.); and maintenance of law and order, e.g.  
 
municipal police to fight internal lawlessness such as crime  
 
(Cloete, 1995: 137). 
 
When preoccupied with (service) inputs, it should be taken  
 
into consideration that because resources will always be  
 
finite and limited, while the needs of the people are  
 
infinite and unlimited, existing resources should be  
 
prioritised. Service provision is about meeting the basic  
 
needs of the people efficiently, effectively and  
 
economically. More resources should be allocated to meet  
 
public needs, demands, and aspirations than allocated to  
 
unnecessary and wasteful bureaucratic processes, and on  
 
paying ‘ghost’ and unproductive public servants. Meeting the  
 
basic needs of the citizens is stipulated in the  
 
Constitution of the Republic of South Africa, 1996 (Act 108  
 
of 1996), the White Paper on Local Government, 1998, and is  
 
also one of the basic principles of the RDP. Service  
 
provision must be considered as a priority of the government  
 
in all respects [Constitution of the Republic of South  
 
Africa, 1996 (Act 108 of 1996), and A Basic Guide to the  
 
RDP, 1994:26)].  
 
 
To provide goods and services, the municipality requires  
 
competent and skilled personnel in various fields such as  
 
municipal finances, policy analysis, personnel management,  
 
purchasing management, project management, and information  
 
technology. Skilled staff and competent personnel in various  
 
departments of the municipality appointed as directors,  
 
heads of departments, senior and junior managers, and  
 
frontline staff must be in charge and responsible for the  
 
rendering of community services efficiently and effectively,  
 
and ought to facilitate the service delivery processes. The  
 
administrative staff should be accountable to the executive  
 
committee or executive mayor (as soon as this system is  
 
introduced in South Africa), as well as to the people on the  
 
ground (Cloete, 1995:34).  
 
 
A municipality requires ample revenue to fund the planning,  
 
implementation, evaluation and control of the service  
 
delivery process. This revenue is obtained from taxes,  
 
service charges, subsidies and grants, or from  
 
intergovernmental transfers from national and provincial  
 
governments’ fiscuses. It will remain a challenge for  
 
developmental local government to further seek additional  
 
sources of revenue so as to sustain the process of service  
 
delivery. Service inputs in this regard should be examined  
 
in terms of performance standards and as a means of  
 
optimising productivity measured in the actual delivery of  
 
quality output, i.e. goods and services (Eastern Cape  
 
Provincial Growth and Development Strategy, 1997:14).  
 
Partnerships in service delivery can simultaneously  
 
minimise inputs and the overspending of municipalities, and  
 
maximise service outputs. 
 
 
Strategies for administering partnerships with other  
 
institutions or sharing ownership will be established in  
 
terms of “build-operate-transfer (BOT- where the contractor  
 
builds the asset, operates it for a period, and then  
 
transfers it to the municipality), build-own-operate- 
 
transfer (BOOT), and the build-operate-train-transfer  
 
(BOTT)” (White Paper on Local Government, 1998: 100;  
 
White Paper on Municipal Service Partnerships, 2000).    
 
   
Appropriate and quality machinery should be used to  
 
facilitate and speed up service delivery. It is evident that  
 
the effective use of technology in service delivery improves  
 
the quality of services, and adds to efficiency and  
 
cost-effectiveness. Local authorities can use technology to  
 
disseminate information to the public and inform citizens  
 
about disparities or obstacles encountered in providing a  
 
certain service via the internet and to conduct a needs-  
 
analysis about services that the municipalities can  
 
provide. Technology can be used to convert raw materials  
 
into consumable goods and services. Training municipal  
 
employees for the effective application of technology in  
 
developmental local government will become increasingly  
 
important [Binza & Hilliard (Evening Post, 24/07/1997:4)].  
 
 
Goods and services are obtained from raw materials. For  
 
example, paper that one uses comes from wood pulp tree,  
 
clothes from cotton, and a finished house consists of  
 
bricks, cement, zinc or tiles, which come from different raw  
 
materials and most of the raw materials come from nature  
 
(i.e. from God’s hands). Normally these raw materials  
 
are converted or manufactured by the private sector, which  
 
are then sold to government who delivers them to the public  
 
at an affordable price. Some governments are stakeholders in  
 
the manufacturing industries, for example Eskom. Government,  
 
as the supplier of goods and services to the citizens, is  
 
also somehow (indirectly) a manufacturer of goods and  
 
services [Binza & Hilliard (Evening Post, 24/07/1997:4)]. 
 
 
Developmental local government as ‘engines of development’  
 
should consult the citizens in the making of service  
 
inputs. Service inputs should be stakeholder-driven,  
 
because it is in the interest of the public to consume  
 
goods and services, and it is in the interest of the  
 
government to deliver the goods and services. It is  
 
important for the authorities to begin doing a needs  
 
analysis, cost-benefit studies, and by initialising  
 
policies by formulating and implementing Green Papers where  
 
objectives of the policy are stipulated. Budgets for the  
 
services to be delivered are compiled after sources of  
 
revenue are identified (White Paper on Local Government,  
 
1998: 98). 
 
 
 
4.4 Service delivery conversion processes 
 
 
The process of service conversion is when service inputs  
 
are turned into service outputs. The conversion of inputs  
 
into outputs involves the allocation of resources in 
terms  
 
of quality and affordability of services beyond the 
narrow  
 
confines of attaining excellence through the application 
of  
 
the systems model and through the work of municipal  
 
legislatures (Wilson & Game, 1994:269). The debate on  
 
action plans are normally structured around the following  
 
questions: 
 
 
1.What? : The types of quality and affordable services to  
 
be delivered in order to meet the basic needs of the people  
 
of the country in general and the PEM in particular.  
 
Prioritizing resources and the needs of the people is  
 
considered on the basis of which goods and services should  
 
be delivered first and with what, i.e. resources (Chemineis,  
 
et al. 1998:98). 
 
 
2.Who? : The convertors of service inputs into service  
 
outputs are the developmental local governments, private  
 
companies, NGOs, CBOs, interest and pressure groups,  
 
and citizens. The White Paper on Local Government, 1998,  
 
mentions private companies, NGOs, CBOs, and communities that  
 
will render services together with the municipalities. The  
 
participating institutions should be responsible for  
 
informing their staff about who is in charge of a certain  
 
project or activity aimed at providing services to the  
 
community so as to handle any complaints or clarity-seeking  
 
questions from the customer. Knowing who is responsible for  
 
a certain service is necessary in order to hold the person  
 
or institution accountable for results. 
 
 
3.Why? : Developmental local government exists with the  
 
objectives of rendering services equitably, efficiently,  
 
effectively, and economically to meet the basic needs of  
 
local inhabitants. Barriers and dysfunctions are identified  
 
and alternatives or remedies are sought so as to continue  
 
working on achieving the set objectives. Excellence will be  
 
attained once the outputs are achieved which should be  
 
quality, accessible and affordable goods and services. For  
 
example, quality, affordable and clean water services,  
 
affordable electricity services, refuse collection services,  
 
and sewerage reticulation services (Ziethaml, 1981: 167).   
 
 
4.How? : Tactics and strategies can be formulated, but will  
 
remain ineffective if finances are not provided. To be  
 
succinct, efficient and effective implementation of any  
 
policy depends on the availability of ample finances. This  
 
will always be a sensitive question for any government,  
 
for the institutions improving the general welfare of  
 
the people, and for the people as taxpayers or ratepayers.  
 
Financial planning or budgeting by municipalities, in  
 
particular, will remain imperative, even in 21st century  
 
South Africa. Implementing service provision should be  
 
treated as a budgetary tool in order to avoid and  
 
curb overspending and in order not to use municipal  
 
finances on unnecessary things as this could inhibit the  
 
attaining of excellence. By-laws, municipal rules and  
 
regulations, and Codes of Conduct that will enhance  
 
accountability and control over municipal finances should  
 
be developed (Eastern Cape Provincial Growth and  
 
Development Strategy 1997: 14). 
 
 
5.When? : Time-frames should be set for each project,  
 
programme or activity enhancing the delivery of goods and  
 
services. In essence, short-term, medium-term, and long- 
 
term goals or projects should be codified in order to  
 
account for every developmental action taken by the  
 
authorities. Authorities should take note of the time in  
 
which a customer (i.e. community member) stands in a 
queue  
 
waiting for service(s) and the time it takes to answer 
the  
 
complaints submitted to the authorities. If there are any  
 
disparities experienced, time must be set aside to allow 
the  
 
authorities to redress the situation (problems) of the 
local  
 
dwellers (Cloete, 1995:89). 
 
 
6. Where? : Starting points should be identified. For  
 
example, it is evident that various municipalities 
consist  
 
of underdeveloped, developing, and developed communities.  
 
Service delivery can be approached from various angles, 
as  
 
long as the needs of communities are satisfied. Much  
 
emphasis should be given to directing services to those  
 
who were disadvantaged and marginalised in the past and 
who  
 
are still underdeveloped. The improvement and maintenance 
of  
 
the developed municipal areas and the people who were  
 
advantaged in the past (the ‘haves’) should be 
excellently  
 
administered because these people have the full right to 
the  
 
consumption of goods and services, both as South African  
 
citizens and as taxpayers /ratepayers. This is how the  
 
government-business paradigm will benefit the 
municipality  
 
and the people (White Paper on Local Government, 1998).  
 
 
Developmental local government is responsible for  
 
stimulating and facilitating the development of the 
indigent  
 
and for developing their living areas such as slum and  
 
squatter areas by means of providing land, houses,  
 
electricity and water; as well as in creating job  
 
opportunities. It is necessary for developmental local  
 
government to render quality and affordable services  
 
equitably so as to improve the quality of life of every  
 
municipal resident (White Paper on Local Government, 1998).  
 
 
Future local government should encourage and facilitate 
the  
 
development of local inhabitants to participate in  
 
globalisation activities. Municipalities should create a  
 
crime-free, and politically and economically stable  
 
environment in order to entice international investment  
 
(White Paper on Reconstruction and Development Programme,  
 
1994, and White Paper on Local Government, 1998).  
 
Municipalities, with the MEC for local government, can  
 
decide on which approach municipalities within a 
particular  
 
province can use to deliver services. The approach will 
be  
 
measured or evaluated according to its efficiency,  
 
effectiveness and affordability of outputs, and in terms 
of  
 
attaining excellence in service delivery. The convertors,  
 
according to the model, are municipalities (i.e. 
municipal  
 
legislatures or councils, the private sector, NGOs, CBOs,  
 
and the individual citizen). These institutions convert  
 
inputs into outputs through debates and negotiations. The  
 
debate is generally about how to improve the quality of 
life  
 
of inhabitants through the delivery of goods and 
services,  
 
as well as on how the authorities who are ‘at the heart 
of  
 
government’ desire to render the services in order to  
 
meet the basic needs of local inhabitants (White Paper on  
 
Reconstruction and Development Programme, 1994, and White  
 
Paper on Local Government, 1998).  
  
 
 
With regard to municipalities, the delegation of 
activities  
 
normally happens at the conversion stage, i.e. when 
inputs  
 
are transformed to outputs. For example, non-partisan  
 
officials are tasked to prepare the implementation of  
 
policies. Thereafter, they must see to it that the  
 
outcomes of the policies are efficient, effective and  
 
economical in terms of attaining excellence in service  
 
delivery. These officials are expected to be productive  
 
and to perform well in order to ensure that their  
 
respective developmental municipalities achieve their  
 
goals. Non-partisan officials provide accountability to   
 
strong political leaders and are responsible for carrying  
 
out their duties by using the allocated finances 
efficiently  
 
(Cloete, 1986: 67). 
 
 
It is necessary for future municipalities to 
scientifically  
 
and professionally measure and test service standards,  
 
quality, and affordability of goods and services to 
ensure  
 
effective outputs. Service outputs should be directed at  
 
improving and maintaining the general welfare of the  
 
citizens (White Paper on Local Government, 1998:14). The  
 
required outputs are now described and examined below.    
 
 
 
4.5 Service outputs 
 
 
This section serves to explain the expected results or  
 
achievements of local government in regard to service  
 
delivery. The outputs are by-laws, and rules and  
 
regulations on service delivery that ensure and/ or could  
 
guarantee efficient, effective, and affordable goods and  
 
services. The rationale behind this is that the outputs  
 
will be judged according to their impact on improving and  
 
sustaining the general welfare of local dwellers, although  
 
it is difficult to judge service excellence due to three  
 
reasons mentioned by Ziethaml (1988:15). Firstly, services  
 
are “basically intangible,” i.e. they cannot be measured,  
 
tested, and verified in advance of sale or distribution to  
 
citizens to assure quality, effectiveness and excellence.  
 
Secondly, services are “heterogeneous” because their  
 
performance and productivity varies from municipality to  
 
municipality, from citizen to citizen, and from day to day.  
 
Thirdly, “production and consumption of services are  
 
inseparable” as efficiency, effectiveness, quality, equity  
 
and excellence often occur during the service delivery  
 
process (Ziethaml, 1988:15). The meanings of service  
 
strategy, efficiency, effectiveness, quality, equity and  
 
excellence are individually given below.  
 
1.Service strategy means a “distinctive formula for  
 
  delivering services which is keyed to a well-chosen  
 
  benefit premise (i.e. both the municipality and the 
people   
  must benefit) that is valuable to the people as service  
 
  end-users or customers and that will establish an  
 
  effective competitive position” (Bekker, 1996:68). 
 
2.Service-efficiency means being able to make the intended  
 
  impact on the lives of the local inhabitants timeously and  
 
  without the wastage of taxpayers’ money (Oxford Advanced  
 
  Learner’s Dictionary, 1995:370).  
 
3.Service-effectiveness means that the outcomes or 
results  
 
  of the delivery of goods and services meet the expected  
 
  effect, which is the satisfaction of the basic needs of  
 
  the local inhabitants. Ingraham (1995:7) states that  
 
  effectiveness includes the “effort to represent the    
 
  society and effectively consider the diverse viewpoints 
 
  that are suggested by society.” The process of service  
 
  provision should be flexible and innovative and must  
 
  perform satisfactorily and excellently from the 
citizen’s  
 
  sense of reasoning and insight.  
 
4.Service-equity means that services must be distributed  
 
  fairly and impartially. It includes the “application of    
 
  the principles of justice to correct and supplement the  
 
  law, where the law, by reason of its universality, is  
 
  deficient” [Hanekom (SAIPA, 1993, Vol.28, No.3: 198)]. 
 
 
This entails that service outputs should be constitutionally  
 
and morally acceptable. South Africa’s future local  
 
government is committed to ensuring that services are  
 
rendered to those who were disadvantaged and marginalised in  
 
the past (White Paper on Local Government, 1998:19).      
 
 
5.Service-quality means a good standard of service.  
 
  Actually, only citizens can determine whether a service is  
 
  of quality or not, through comparison. Municipalities can  
 
  conduct scientific surveys, or should have a suggestion  
 
  book where citizens as clients write suggestions or  
 
  complaints or appraise the service delivery process (i.e.  
 
  it must be inclusive, open, transparent, accessible, and  
 
  responsive) as well as the outcome of a service.  
 
  Succinctly, service quality stems from how well the local  
 
  government as the provider produces and performs vis-a–vis  
 
  citizens’ (as customers) expectations about how local  
 
  government should perform and provide services (Ziethaml,  
 
  1988:15-17).   
 
6.Service-excellence means the “quality of service is  
 
  extremely good or outstanding,” that is, citizens’ basic  
 
  needs are excellently met. There are no complaints about  
 
  service disparities and service defaulters (Oxford  
 
  Advanced Learner’s Dictionary, 1995:398). Service- 
 
  excellence lies at the heart of a municipal service  
 
  strategy or policy. This is the manner in which the  
 
  municipality defines quality of life, how to improve  
 
  the quality of life, and why this quality of life should  
 
  be met with the delivery of quality goods and services, as  
 
  well as why that quality has a significant meaning to the  
 
  service end-users. This is because quality services  
 
  guarantee community satisfaction, i.e. service excellence  
 
  (Ziethaml, 1981:68). 
 
 
 
An English proverb ‘seeing is believing’ succinctly  
 
expresses how service outputs should be measured, tested and  
 
verified by the citizens of each municipality. Another way  
 
of attaining excellence in service delivery is when promises  
 
match delivery. For example, the meeting of the basic needs  
 
of the people and the creation of jobs are the promises made  
 
by political parties prior to the 1994 elections, and these  
 
promises are encapsulated in the White Paper on  
 
Reconstruction and Development Programme, 1994, as  
 
implemented by the GNU. Unfortunately, the answer to this  
 
could be that ‘promises do not match delivery’ and ‘seeing  
 
is not believing, but disappointing’ due to the inefficient,  
 
ineffective and uneconomical nature of government policies  
 
and administrative systems [Binza & Hilliard, (Evening Post,  
 
6 May 1997:4)].      
 
 
The economic element in service delivery requires citizens  
 
as service end-users to pay for goods and services. Citizens  
 
will not contribute to the revenue process if the process  
 
often reveals disparities, and if services are not up to  
 
standard, and of the required quality and affordable to the  
 
majority (Ingraham, 1995:11).  
 
 
Ostensibly, developmental local government will attain  
 
excellence in service delivery when services are rendered  
 
through the following approaches: building on existing  
 
capacity; corporatisation; public-public-partnerships;  
 
partnerships with CBOs and NGOs; contracting out; leases  
 
and concessions; and transfer payments. Excellence requires   
21st century local government to speedily improve and  
 
maintain economies of scale so as to create more job  
 
opportunities (White Paper on Local Government, 1998:94).  
 
 
 
The model in figure 4.1 provides for all essential services  
 
that will be rendered by developmental local government,  
 
such as: health services, housing, water, electricity,  
 
sanitation, night soil removal, abattoirs, libraries, public  
 
transport, water drainage, public safety, local policing,  
 
traffic control, fire protection, ambulances, legal aid,  
 
recreation and leisure, and many more. Other services will  
 
be determined by the MEC for local government in each  
 
province together with the type of municipality, and the  
 
local dwellers of that particular local government.  
 
 
4.6 Feedback 
 
 
The model in figure 4.1 allows for an opportunity for 
those  
 
institutions responsible for service delivery to give  
 
feedback based on what they have achieved in regard to  
 
service excellence, as well as on the problems 
encountered  
 
during the process. With regard to problems, causes of  
 
such problems are identified, and remedies are sought in  
 
order to improve the process. Feedback on service 
delivery  
 
also allows the process to start again from service 
inputs  
 
to service conversion, thereafter to service outputs. The  
 
reason for starting from service inputs again is that  
 
service delivery is an ongoing process (a process has no  
 
beginning or end, it is cyclical) in which the basic 
needs  
 
of the people are met. Service delivery should not be  
 
treated as an event, but as a process because people’s  
 
needs are never constant, but change due to changing  
 
social, political, economic, constitutional and  
 
technological environments. Service delivery should not 
be  
 
treated as a privilege, but as a right of the citizen 
(Fox,  
 
et al. 1991: 25; Ingraham, 1995: 76). 
 
 
During the feedback process, the municipalities should  
 
evaluate services in order to determine whether the process  
 
of service delivery and the goods and services were  
 
efficient, effective and affordable, and whether the  
 
services met the set standard of quality, as well as whether  
 
they were distributed equitably. This is the way in which  
 
the municipality differentiates itself from the private  
 
sector in relation to service delivery, “it is not by the  
 
quality of the core product (e.g. electricity) but by how it  
 
manages the service surrounding” (Ziethaml, 1988: 66).  
 
 
Municipalities should take the time of interaction with the  
 
people as an opportunity to be unique and to go beyond  
 
meeting inhabitants’ expectations so as to attain excellence  
 
in service delivery (Ziethaml, 1981: 67). During the  
 
feedback process, all stakeholders in service delivery  
 
should note whether the performance and productivity of the  
 
municipal staff improved the quality of life of the local  
 
inhabitant(s) (i.e. are their expectations met?).  
 
It is important for one to see how developmental local  
 
government (the 21st century South African local government)  
 
will implement the above proposed model of service delivery  
 
(Ziethaml, 1981: 67). 
 
4.7 Developmental local government: organisational  
 
structures 
 
 
The organisational structures of developmental local  
 
government will be established in terms of three municipal  
 
categories, viz: Category A: a municipality that has  
 
exclusive and legislative authority in its area  
 
(metropolitan government). Category B: a municipality that  
 
shares municipal executive and legislative authority in its  
 
area with a Category (C) municipality within whose area it  
 
falls (district government with a rural municipality).  
 
Category C: a municipality that has municipal executive and  
 
legislative authority in an area that includes more than  
 
one municipality (district or local municipality). This  
 
means that the developmental local government still  
 
maintains the status quo as far as the municipal  
 
organisational structure is concerned (White Paper on Local  
 
Government, 1998:48).  
 
 
The proposed improvements in local government are the  
 
introduction of the executive committee system, and the  
 
executive mayor system which replaces the (weak) mayor  
 
system, as well as strong political leadership (White Paper  
 
on Local Government, 1998:48). The rationale behind treating  
 
the organisational structures in this way is to ascertain  
 
how the normative organizational set-up of developmental  
 
local government can assist in attaining excellence in  
 
 
service delivery. 
 
 
For the first time in the history of South African local  
 
government, the 21st century South Africa will be one of  
 
the international countries with an executive (strong)  
 
mayor system and/ or executive committee system. Other  
 
countries that have an executive mayor are: France, Germany,  
 
Holland, and the United States of America. These countries  
 
can be used as a source of reference and as role-models as  
 
they are known for providing services efficiently,  
 
effectively, and economically (Hilliard, 1996: 14).  
 
 
As it is the first time that South Africa will have this  
 
type of system, the way in which it must be approached 
and  
 
implemented was suggested by Hilliard (Paper Presented to  
 
the City of Port Elizabeth Public Relations Division,  
 
1996:12-13), as follows "...any changes to the governmental  
 
and administrative structures / systems of South African  
 
municipalities must be based on the actual needs of  
 
inhabitants. It will be wise to allow each municipality (or  
 
at least each province) the opportunity to decide upon its  
 
own system of municipal government and administration,  
 
instead of legislating and prescribing one uniform local  
 
government system for the whole country." 
 
 
The Local Government: Municipal Structures Act, 1998 (Act  
 
117 of 1998), and Local Government: Municipal Systems Act,  
 
2000 (Act 32 of 2000), underpins Hilliard’s idea by  
 
providing that the "MEC for local government of each  
 
province, by notice in the Provincial Gazette, is  
 
responsible for establishing a municipality in an area  
 
feasible for that establishment, as the Demarcation Board  
 
demarcates in the province through the Demarcation Act."  
 
The MEC must clearly decide which ‘municipal category and  
 
municipal type’ should exist in the province, as well as  
 
decide on the boundaries of the municipal area concerned,  
 
and determine whether the municipality requires an area  
 
committee or not (Local Government: Municipal Structures  
 
Act, 1998 (Act 117 of 1998:19, and Local Government: Cross- 
 
Boundary Municipalities Act, 2000 (Act 29 of 2000).  
 
 
It is crucial for the MEC of the province concerned to  
 
consult the citizens of the municipal area concerned before  
 
making such decisions to uphold and respect grassroots  
 
democracy. The types of municipalities considered to be able  
 
to attain excellence in the promotion of the general welfare  
 
of the 21st century South African citizens are now examined  
 
below. 
 
 
 
(i) Metropolitan government  
 
 
The metropolitan municipality will be established as a  
 
category A municipality. The onus rests on the shoulders of  
 
the MEC for local government and housing in each province,  
 
in consultation with the existing municipalities and local  
 
inhabitants, to make decisions. For example, the Port  
 
Elizabeth/ Uitenhage municipalities will become a  
 
metropolitan municipality after the local government  
 
elections on 5 December 2000. The name of the metropolitan  
 
municipality is the Nelson Mandela Metropolitan  
 
Municipality. The area of the 21st century metropolitan  
 
municipality consists of the following municipal areas, viz:  
 
the PEM, Uitenhage municipality, Despatch municipality, the  
 
Local Councils of Seaview and Blue Horizon Bay, portions of  
 
the Western District Councils and portions of the TRCs of  
 
Port Elizabeth and Uitenhage municipalities. The  
 
metropolitan government provided by the Local Government:  
 
Municipal Structures Act, 1998 (Act 117 of 1998), should be  
 
(re-)categorised into the following types: 
 
 
a. Metropolitan executive committee type: a type of  
 
   municipality characterised by an executive committee  
 
   system.  
 
 
b. Metropolitan executive committee (area committees) type:  
 
   a type of municipality characterised by an executive  
 
   committee system combined with an area committee system.  
 
 
 
The number of metropolitan area committees will be  
 
determined by the areas within a metropolitan government as  
 
they must be equal to the number of area committees. The  
 
area committee will be constituted by the councillors  
 
representing the wards in the metropolitan council, as well  
 
as the number of councillors determined by the MEC for local  
 
government. This could be ascertained proportionally by the  
 
number of councillors as per the number of registered voters  
 
within the wards as determined by the proportional number of  
 
the registered voters in the entire metropolitan area [Local  
 
Government: Municipal Structures Act, 1998 (Act 117 of  
 
1998)]. 
 
c. Metropolitan executive mayor type: a type of  
 
   municipality characterised by an executive mayor 
system. 
 
d. Metropolitan executive mayor (area committees) type: a  
 
   type of municipality characterised by an executive mayor  
 
   system combined with an area committee system.  
 
 
The efficiency and effectiveness of these types of  
 
metropolitan governments lies in the understanding of how an  
 
executive committee system and an executive mayor system  
 
work. 
 
 
 
(ii) District governments 
 
 
The district municipalities will be established as category  
 
B municipalities. The MEC for Local Government and Housing  
 
in each Province, in consultation with the citizens, has to  
 
decide whether the existing districts should be maintained;  
 
for example in the Eastern Cape Province.  He or she should  
 
decide whether to establish district municipalities in the  
 
areas of the province which were non-existent before the  
 
promulgation of the Local Government: Municipal Structures  
 
Act, 1998 (Act 117 of 1998). District governments as  
 
required by the Local Government: Municipal Structures Act,  
 
1998 (Act 117 of 1998), must be (re-)classified into the  
 
following types: 
 
a. District simple type: a type of municipality  
 
   characterised by a municipal council that does not 
have  
 
   more than nine members, and with no executive committee  
 
   or executive mayor.  
 
b. District executive committee type: a type of  
 
   municipality characterised by an executive committee  
 
   system. 
 
c. District executive mayor type: a type of municipality  
 
   characterised by an executive mayor system [Local  
 
   Government: Municipal Structures Act, 1998 (Act 117 of  
 
   1998: 20)]. 
 
 
(iii) Local governments 
 
 
The local municipalities will be established as category B  
 
or C municipalities. The same procedure for establishing  
 
metropolitan and district governments also applies here.  
 
The future local governments should be as follows:   
 
a. Local simple type: a type of municipality characterised   
 
  by a municipal council that does  not have more than nine  
 
  members. This type of local municipality does not have  
 
  any executive committee or executive mayor.  
 
b. Local executive committee type: a type of municipality  
 
  characterised by an executive committee system. 
 
c. Local executive mayor type: a type of municipality  
 
  characterised by an executive mayor system. In each of the  
 
  nine provinces, "provincial legislation must determine for  
 
  each category of municipality the different types of  
 
  municipality that may be established in that category"  
 
  (Local Government: Municipal Structures Act, 1998 (Act 117  
 
  of 1998). 
 
 
Each type of municipality must guarantee its inhabitants  
 
efficiency and effectiveness in meeting basic needs, and  
 
achieving economies of scale. The full participation of the  
 
indigent in service delivery should be harnessed in order to  
 
avoid mismanagement, corruption, maladministration and  
 
disparities in the process of superlative service delivery.  
 
Control and accountability mechanisms should be developed  
 
and maintained (Stewart, 1988:38). The way in which the  
 
executive committee system or the executive mayor can attain  
 
excellence in service delivery is now examined below. 
 
 
 
4.7.1 Executive committee system 
 
 
The Constitution of the Republic of South Africa, 1996 (Act  
 
108 of 1996), Section 160, provides for the establishment  
 
of an executive committee in local government. In addition,  
 
the Local Government: Municipal Structures Act, 1998 (Act  
 
117 of 1998), provides that the MEC for Local Government and  
 
Housing has the powers to decide whether a municipality of  
 
any type will require an executive committee, or an  
 
executive mayor, or an area committee in order to deliver  
 
services equitably, efficiently, effectively, and  
 
economically. Both the executive (area) committee and mayor  
 
(area) committee will be implemented only in the  
 
metropolitan areas and the local municipalities.  
 
 
The executive committee may appoint an ad hoc committee,  
 
i.e. a committee established for a short period to  
 
investigate or discuss further a certain matter, whereafter  
 
it disbands (Craythorne, 1997:58). It may also appoint  
 
standing committees as sub-committees to assist in the  
 
performance of its duties. The functions and powers that the  
 
South African executive committee may perform are dealt with  
 
below. 
 
 
4.7.1.1 Functions and powers of the executive committee  
 
system 
 
 
The functions and powers of the South African executive  
 
committees are provided for in the Local Government:  
 
Municipal Structures, 1998 (Act 117 of 1998); and the Local  
 
Government: Municipal Systems Act, 2000 (Act 32 of 2000).  
 
They are as follows: 
 
1.a.”Oversees the management of the municipality's  
 
     administration in accordance with the policy directions      
     of the municipal council; 
 
  b. Oversees the provision of services to communities in  
 
     the municipality; 
 
  c. Ensures the initiation and preparation of an integrated  
 
     development plan appropriate to the requirements of  
 
     that municipality; 
 
  d. Oversees the implementation of that IDP, including 
the  
 
     development of criteria in terms of which progress 
can  
 
     be evaluated;  
 
 e. Initiates and oversees the implementation of the 
socio- 
 
     economic development programmes of the municipality; 
 
  f. Regularly reviews and at least annually reports to the  
 
     council on: 
 
(i)  the efficiency and management of each department of the  
 
     municipality; 
 
(ii)  the efficiency of the revenue and debt collection  
 
      systems; 
 
(iii) the implementation of the municipality's by-laws; 
 
(iv) the provision of services; 
 
(v) the implementation of the municipality's integrated  
 
     development plan and socio-economic programmes; and  
 
(vi) the involvement of communities and community  
 
     organisations in the affairs of the municipality. 
 
 
g. Submits to the Council annual and revised draft  
 
   estimates of revenue and expenditure; and  
 
h. Performs such duties and exercises such powers as the  
 
   Council may assign to it.  
 
2. An executive committee may make recommendations to the  
 
   municipal council on any matter which concerns the  
 
   municipality. 
 
3. Before a municipal council takes a decision on any of  
 
   the following matters, its executive committee must  
 
   submit a report and recommendation on a specific matter: 
 
a. Any matter mentioned in S 160 (2) of the Constitution of  
 
  the Republic of South Africa, 1996 (Act 108 of 1996); 
 
b. The approval of an IDP for the municipality, and any  
 
   amendment to that plan;  
 
c. The approval of a socio-economic programme for the  
 
   municipality, and any amendment to such a programme; and 
 
d. The appointment and conditions of service of the chief  
 
  executive officer and a head of a department of the  
 
  municipality. 
 
4. An executive committee must submit a monthly report to  
 
   the municipal council on all decisions taken by the  
 
   committee” [Local Government: Municipal Structures Act,  
 
   1998 (Act 117 of 1998)]. 
 
 
4.7.2 The executive (strong) mayor system 
 
 
The elected chief executive officer or executive mayor has  
 
functions and powers that differ vastly from those of the  
 
weak mayor. The weak mayor is nominated by the councillors  
 
from among themselves, and is not elected by the public, as  
 
is the case with the strong mayor. An executive mayor is not  
 
only a political expert in the Council and a ceremonial  
 
figurehead, but will be involved in the administrative  
 
processes of the municipality. For example, in Germany the  
 
strong mayor is the chief executive officer of the Gemeinde,  
 
a German term for municipality. He or she is responsible for  
 
the daily administration of the Gemeinde, and makes  
 
political decisions with his or her council and, thereafter,  
 
executes them for the benefit of the local populace. He or  
 
she has legal powers to streamline and oppose decisions or  
 
policies if they are contrary to German law (Fox & Wissink,  
 
1990:111; Gildenhuys, et al. 1991:100-101; and Hilliard,  
 
1996:11). 
 
 
 
The strong mayor (maire) of the French communes or  
 
municipalities has "political, governmental, and  
 
administrative powers" and authority to deliver "all sorts  
 
of field services" to the French citizens on behalf of the  
 
central government (Gildenhuys, et al. 1991:101-104; and  
 
Hilliard, 1996:10). 
 
 
 
The burgemeester of the Netherlands is appointed by the  
 
Crown as the chief executive officer responsible for the  
 
day-to-day administration of the Council he or she  serves;  
 
he or she officially chairs the meetings of the Council and  
 
management committee (board); and functions as the  
 
ceremonial figurehead of the Council. He or she exercises  
 
legal powers when the "national laws are infringed" either  
 
by the Council or by the local inhabitants (Hilliard,  
 
1996:12). 
 
 
The Swiss cantons have autonomy and authority to decide and  
 
determine the internal organisational policies as well as  
 
processes which can enhance efficiency, effectiveness  
 
and economy in service delivery. The Swiss mayors are  
 
clothed with political, administrative as well as  
 
governmental authority or functions (Gildenhuys, et al.  
 
1991:105). It is evident that service delivery systems of  
 
the above-mentioned countries are ostensibly better than  
 
the South African service delivery systems stemming from the  
 
weak mayoral system, although these countries’ systems  
 
cannot be transplanted mutatis mutandis to South Africa due  
 
to the distinctiveness of the environments and the needs of  
 
each country’s citizens. 
 
 
The South African executive mayor will have the same  
 
functions and powers as that of the executive committee  
 
mentioned above. In addition to the above functions, an  
 
executive mayor will continue to perform ceremonial  
 
functions and preside at the executive committee meetings.  
 
However, it is possible that the position or duties of the  
 
Town Clerk as the chief executive officer will be combined  
 
with those of the executive mayor. The MEC for local  
 
government in each province and municipality will decide  
 
whether to do this, or to maintain the status quo. Both an  
 
executive committee and an executive mayor system could  
 
enhance efficiency, effectiveness, and sustainability of  
 
service provision. In most of the major urban areas,  
 
citizens, during municipal elections in the year 2000, will  
 
elect a strong mayor. He or she may appoint a mayoral  
 
committee from the councillors to assist him or her in the  
 
execution of his or her functions and powers (White Paper on  
 
Local Government, 1998:94).  
 
 
 
4.8 Ward committees 
 
 
If the MEC and the citizens within a municipal area decide  
 
to establish a municipality, that municipality must have a  
 
ward committee that will perform the following functions  
 
and will have the following powers: 
 
 
a. Advise the municipality and other structures of the  
 
  municipality on any matters of interest in or pertaining  
 
  to the ward; make recommendations on any matter affecting  
 
  its ward either to the ward councillor or through the ward  
 
  councillor to the Council, the executive committee, the  
 
  executive mayor or the area committee; and  
 
b. Perform any duties and powers with regard to its ward as  
 
   the Council may assign to it in terms of S 24 of the  
 
   Constitution of the Republic of South Africa, 1996 (Act  
 
   108 of 1996). Area committees will be introduced by the  
 
   MEC for local government in the metropolitan governments  
 
   either in the form of the executive committee or the  
    
   executive mayor systems [Local Government Municipal  
 
   Electoral Act, 2000 (Act 27 of 2000)].  
 
 
 
4.9 Turning the tide of the political systems for 21st  
 
century South African local government 
 
 
The following quote indicates the dynamic nature of local  
 
government.  
 
“The dynamic nature of the relationship between the local  
 
governments interse, and local governments and local  
 
dwellers, as well as between the dwellers and the systems in  
 
which they live is a continual source of inspiration as well  
 
as a compelling force on those in government offices to  
 
maintain the values of the system” (AIESEC, 1994:102). 
 
 
This section serves to explain the significance of  
 
developing strong political leadership for developmental  
 
local government to enhance efficiency, effectiveness, and  
 
economy in service delivery. The political and electoral  
 
systems are also treated in this section. In this regard,  
 
the political system could be efficient, as it will  
 
perform its functions ‘quicker, more efficiently and  
 
responsively’ to its municipality and local dwellers. The  
 
normative political system will enhance and improve  
 
accountability of both the executive committee and the  
 
executive mayor to the Council and to the citizens (White  
 
Paper on Local Government, 1998:98).  
 
 
The strong political leadership (councillors) will be able  
 
to steer developmental local governments towards the  
 
appropriate developmental outcomes. Developmental outcomes  
 
can be achieved when the leadership formulates and  
 
implements policies with the main objective of attaining  
 
excellence in service delivery and democratic governance  
 
[Local Government: Municipal Structures Act, 1998 (Act 117  
 
of 1998: 83-85)]. It is imperative for the leadership  
 
to work with the community as part of grassroots democracy.  
 
It is also necessary for the researcher to advise the  
 
citizens as to what qualities or characteristics strong  
 
political leaders should have.  
 
 
The 21st century politicians should have a service vision  
 
and mission, i.e. they must be able to foresee the  
 
municipality attaining excellence in service delivery.  
 
Strong politicians should “lead in the field, where the  
 
action is, rather than from their desk. They must always be  
 
available to their electorate, endlessly coaching and  
 
facilitating development, praising, cajoling, sermonizing,  
 
observing, questioning and eager to learn” (Ziethaml,  
 
1988:7). Political leaders must be perspicacious, especially  
 
when preoccupied with service inputs where much thought and  
 
good judgment is required. They must show integrity so as to  
 
earn the trust of the electorate. They must communicate  
 
well with their administrative counterparts to be able to  
 
render accountability (Ziethaml, 1988: 7).  
 
 
Leaders should have the interests of the public at heart so  
 
as to avoid deceptive behaviour by misleading the public, as  
 
was prevalent during the interim period. For example, the  
 
unavailability of the councillors in their offices and the  
 
absence of accountability will not be appreciated in the  
 
21st century South Africa, as this cannot lead to excellence  
 
(Ziethaml, 1988:7). 
 
 
Leaders should motivate the citizens to continue paying for  
 
services and to participate in delivery projects and  
 
programmes, as this will be part of implementing the  
 
RDP and the Masakhane Campaign. Barrat & Downs (1988:110)  
 
support the above statements by writing that “an  
 
organisation needs some imperative to make it change, a  
 
unifying understanding of why change is needed, a  
 
motivational vision of what its people want it to become,  
 
and strong leadership to get them there."  At the heart of  
 
developmental local government is "the multi-valued choice,  
 
i.e. a choice between the many purposes of the organisation,  
 
and is at the heart of the budgetary process which cannot  
 
lie between services, but within services" (Stewart,  
 
1988:4). This means that the political leadership should 
be  
 
able to decide on the right priorities when preoccupied with  
 
service inputs by considering the finite and limited  
 
financial resources.  
 
 
 
The leadership should be able to think and act  
 
divergently and convergently, and they must be able to  
 
utilize the budget efficiently and raise funds where  
 
necessary in order to fund other projects and programmes  
 
that will be directed towards the development of the  
 
community. In this regard, the White Paper on Local  
 
Government, (1998: 81-82), stresses that the political  
 
leadership needs to: practically demonstrate value for  
 
money; have vision to lead the community; be transparent  
 
and accountable to the citizen(s); and build partnerships  
 
and coalitions with the private sector, NGOs, CBOs, and  
 
communities so as to deliver efficient and sustainable  
 
services. The challenge facing the strong political  
 
leadership will be to always ensure a peaceful and stable  
 
political environment in order to enhance prosperity  
 
through economic growth in developmental local government. 
 
 
 
The electoral systems that will be employed for the year  
 
2000 local government elections, are, inter alia: "40%  
 
proportional representation (proportional matching of  
 
Council seats with votes cast), and 60% first-past-the-post  
 
ward candidature (the identification of individual  
 
councillors with particular wards)." Both of the systems  
 
will enhance the representation of the diverse needs or  
 
interests of the community as well as improve accountability  
 
to the community through 'strong' leadership [White Paper on  
 
Local Government, 1998:88; Local Government Municipal  
 
Electoral Act, 2000 (Act 27 of 2000)]. 
 
 
4.10. Developmental local government in co-operative  
 
governance 
 
 
This section serves to explain how co-operative governance  
 
can improve and attain excellence in service delivery in   
 
developmental local government. Co-operative governance is  
 
provided for in the Constitution of the Republic of South  
 
Africa, 1996 (Act 108 of 1996). Section 41 (c) provides for  
 
“effective, transparent, accountable government for the  
 
Republic as a whole.” Citizens should not only call the  
 
councillors to account. The MEC for Local Government and  
 
Housing, and the Minister for Provincial Affairs and  
 
Constitutional Development must intervene and provide  
 
accountability to the citizens if their needs are not  
 
fulfilled or met effectively. There are basic services that  
 
are delivered directly by the national or provincial spheres  
 
of government to the inhabitants. These are: education;  
 
health; welfare; and defence [Local Government: Municipal  
 
Structures Act, 1998 (Act 117 of 1998: 83-85)]. 
 
 
Citizens normally blame local government when there are  
 
service disparities and debacles regarding the provision of  
 
these services. This is why local authorities must remain  
 
dynamic and vibrant to adapt to changing needs and  
 
circumstances [Local Government: Municipal Structures Act,  
 
1998 (Act 117 of 1998: 83-85)]. With regard to local  
 
authorities, for example, if the Department of Tourism is  
 
receiving complaints about murders or the robbing of  
 
tourists, the citizens and the tourists will not only blame  
 
the incompetence of the Department, but also the  
 
municipality where the incidents occurred, as well as the  
 
relevant provincial authorities. It is necessary for the  
 
three spheres of government to adhere to the principles of  
 
co-operative governance entrenched in Section 41 of the 1996  
 
Constitution [Chapter 3: Constitution of the Republic of  
 
South Africa, 1996 (Act 108 of 1996), and the White Paper on  
 
Local Government, 1998:41)]. 
 
 
Co-operative governance could enhance economic development  
 
as there will be less duplication of services and less  
 
wastage of resources. Municipalities should work hand in  
 
hand with the Department of Trade and Industry to administer  
 
the running of the Local Business Service Centres (hereafter  
 
referred to as LBSCs) and the Small, Medium and Micro  
 
Enterprises (hereafter referred to as SMMEs) which can  
 
create more jobs for local inhabitants. Mangcu (Sunday  
 
Times, 02/08/1998:19) sees and supports the need for co- 
 
operative governance in South Africa by writing that “we  
 
need a vigorous government and a healthy market, strong  
 
national institutions and local ones, a healthy public world  
 
and a healthy private one. Above all, we need both liberty  
 
and community; for neither is sustainable without the  
 
other.”  
 
 
The central government is committed to improving  
 
intergovernmental fiscal relations. National and provincial  
 
governments should exercise control over municipal finance  
 
so as to ensure that financial resources are utilised  
 
efficiently and effectively towards the promotion and  
 
sustainability of the welfare of the people (White Paper on  
 
Local Government, 1998:41). 
 
 
 
4.11 Development-orientated local governments 
 
 
Developmental local government should encourage and  
 
facilitate community entrepreneurship. Teaching the  
 
citizens how to fish should be the commitment of   
 
developmental local government, rather than giving the  
 
citizens ‘handouts.’ The methodology of teaching,  
 
development and training requires diligence, intimate  
 
involvement, and commitment of both the municipalities and  
 
the citizens [Development Facilitation Act, 1997 (Act  
 
65 of 1997)].  
 
 
Focusing on coaching and improving the SMMEs and LBSCs 
could  
 
create more jobs for local people. Local governments are  
 
required to improve their performance and productivity if  
 
they expect excellent outcomes. Development without  
 
performance and productivity will result in poor service  
 
outcomes that will be difficult to sustain [Development  
 
Facilitation Act, 1997 (Act 65 of 1997)].  
  
 
 
4.12 Training model for local government service delivery  
 
cadres 
 
 
In order to produce quality goods and services, the  
 
representative and professional leadership should be (re-) 
 
orientated and (re-)trained. Development and training of  
 
public servants is necessary to avoid a pedestrian pace of  
 
delivery, and inefficiency and ineffectiveness of services,  
 
as was the case in the interim phase. Professional training  
 
of the ‘old’ guard and the ‘new’ incumbents in the field of  
 
law, public management, political science, economics, and  
 
information technology will arm them with the necessary  
 
skills to cope with the sophistication of the modern world.  
 
Graduates and diplomates should be recruited where possible  
 
to impart their theoretical knowledge to help the community  
 
and to develop businesses to maximize socio-economic  
 
development [Hilliard (Evening Post, 24/01/1997)]. 
 
 
 
The idea of involving tertiary institutions in local  
 
governance will make an impact on the "building of social  
 
capital and a sense of common purpose" in searching and  
 
recommending home-made remedies for inefficient,  
 
ineffective, and uneconomical service delivery systems  
 
(Hilliard 1998:2). A training model by Hilliard and Wissink  
 
(see figure 4.2) for public servants is given below. The  
 
model has four training approaches, recommends specific  
 
institutions or functionaries responsible for training, as  
 
well as stresses a training focus for public servants. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4.2 
 
Four approaches to training 
 
TRAINING APPROACH TRAINING EMPHASIS RESPONSIBILITY 
CAREER / VOCATIONAL  
TRAINING 
Training for specific 
vocations such as: Public 
personnel managers, Town 
Treasurers, City or Town 
managers, Development 
managers 
University and more 
specifically Technikons 
ORIENTATION 
TRAINING 
Induction training (Re)-
orientation/ Sensitivity 
training, Basic 
administrative/ Skills 
orientation 
Training board/ commission 
of particular civil service 
SKILLS/ JOB-RELATED 
TRAINING 
Administrative 
procedures, i.e. 
personnel 
appointments. 
Training department of the 
particular division of 
government 
Accountancy practices, 
i.e. the recording of 
income, expenditure, 
cash receipts/ 
payments, trial 
balances, etc. 
Training institutions, i.e. 
Local Government Training 
Board, Training Colleges, 
etc.  
MANAGEMENT 
DEVELOPMENT 
Management skills and 
techniques Organisation 
development, Policy 
analysis, Development 
management, Leadership 
development 
University Public 
Management Schools and 
Technikons 
 
Training Institutes 
 
(Hilliard and Wissink, Politeia, Vol. 6. No.3. 1999:21). 
 
 
Local government employees, and employees in the public  
 
service sector in general, should be equipped with service  
 
management knowledge so as to acquire skills to provide  
 
clients with efficient, effective service. It is suggested  
 
that service management as a subject or formal course of  
 
study within the field of Public Management should be  
 
developed by institutions of higher learning in order to  
 
benefit public service managers and staff as well as public  
 
management students registered for a formal qualification. A  
 
service management course should be developed in such a  
 
manner that even those who work in the private sector  
 
organisations are equipped with the necessary skills so as  
 
to perform their duties professionally. Currently, there is  
 
no course in South Africa within this field that solely  
 
focuses on the provision of customer service in the public  
 
sector, thus it is important for public management academics  
 
to assist wherever they can to enhance and improve the  
 
integrity of the science of public administration by  
 
ensuring that the necessary ‘academic products’, or ‘course  
 
offerings,’ are updated and new subjects are developed so as  
 
to satisfy the needs of different people influenced by  
 
changing working environments (see chapter seven of this  
 
dissertation). Contemporary organisations will be measured  
 
in terms of how they provide service(s) to their clients,  
 
and what the impact of such provision of service(s) on the  
 
organisation’s profit and sustainability is in its segment  
 
market. Development of service management as a subject-field  
 
of study should be seen as a means to an end as scientific  
 
knowledge and skills are necessary for the development of  
 
public managers’ expertise [Hilliard & Binza, (Evening Post  
 
6/05/1997:6)]. 
 
 
 
It is crucial that local government employees start 
engaging  
 
in local government research to identify technical problems  
 
or disparities and, thereafter, remedy the situation  
 
 
efficiently and timeously. Developmental local government  
 
should take into consideration that "a high degree of  
 
professionalism is the key to attaining excellence in  
 
service delivery" [Hilliard & Binza, (Evening Post,  
 
6/05/1997:6)]. Local government should do a feasibility  
 
study of the prospective partners prior to contracting out  
 
any services. The personnel in charge of this job should be  
 
able to do a "cost-benefit study, entailing the analysis of  
 
possible alternatives involving different levels of  
 
expenditure and different degrees of benefits, in order to  
 
decide which alternative to choose" (Loew, 1979: 9).  
 
 
 
Future local governments should take heed and respect the  
 
principles of the Development Facilitation Act, 1997 (Act  
 
65 of 1997), which provides that local government must  
 
"promote sustainable development that is within the fiscal,  
 
institutional and administrative means of the country;  
 
establish viable environments; meet the basic needs of all  
 
citizens in an affordable way; as well as make maximum use  
 
of all available resources and avoid duplicating existing  
 
infrastructure and services." 21st Century South African  
 
local government should vigorously implement the RDP in  
 
order to continue meeting the basic needs of the people,  
 
developing human resources, democratizing the state and  
 
society, and building the economy.  
 
 
The Gear, to redistribute the income and economic  
 
opportunities to the indigent who still live below the  
 
breadline, and the Masakhane Campaign (a campaign which  
 
calls for all citizens, the private sector, NGOs and  
 
government to work together in improving sustainable  
 
service delivery), should all be implemented vigorously. The  
 
Indigent Policy (a policy which aids the poor to pay for  
 
services) and the Batho Pele Policy, meaning 'People First'  
 
(a policy which provides the framework on how the spheres 
of  
 
government should deliver services to the citizens  
 
efficiently, effectively and economically) should also be  
 
prioritised and be put into effect by the local authorities  
 
(A basic guide to the RDP, 1994:6 and White Paper on Local  
 
Government, 1998:20). 
 
 
4.13 Developmental local government finances 
 
 
It is required of local government to render quality,  
 
affordable, and sustainable services for the 21st century  
 
citizens. A first step will be to reduce the current number  
 
of local authorities (843) as well as the number of   
 
councillors (11 300), and to introduce strong political  
 
leadership with financial skills and expertise. The focus  
 
should not be big bureaucracies which have been proved to  
 
be inefficient and ineffective, but rather how an  
 
organisation like local government can efficiently and  
 
effectively use its bureaucracy for improving and  
 
sustaining the general welfare. The promotion and  
 
sustaining of the general welfare depends on the effective  
 
use of both human and financial resources (Barrat & Downs,  
 
1988:114). 
 
 
 
The second step is to make developmental local government  
 
(i.e. each municipal category) financially viable by  
 
"enabling them to have access to adequate sources of  
 
revenue" to render services to their communities (White  
 
Paper on Local Government, 1998:111). Sources of revenue of  
 
local government are property tax, intergovernmental  
 
transfers, user-charges or tariffs, trading services, fuel  
 
levies, agency transfers, and levies from the District  
 
Councils and Joint Services Boards (metropolitan governments  
 
and district councils). Municipal finance should be  
 
sustainable, that is, the inflow of finances should balance  
 
with the outflow of finances or expenditure in regard to  
 
service rendering (Hilliard, 1998:2; White Paper on Local  
 
Government, 1998:111). Sustainability of local government  
 
should be regarded as a process which requires the  
 
commitment of service providers to provide quality and  
 
affordable services efficiently and effectively to the  
 
service consumers or end-users who must then pay the price  
 
for satisfaction obtained from service consumption  
 
(Ziethaml, 1988:14). Each municipal category should be able  
 
to develop investment strategies, for example capital  
 
infrastructure to meet the interim and future needs of the  
 
local dwellers.  
 
 
The central sphere of government should be committed to aid  
 
the local spheres, particularly those local authorities  
 
experiencing problems in meeting the basic, essential needs  
 
of citizens. The Consolidated Municipal Infrastructure  
 
Programme was initiated for the purpose of rationalising  
 
capital transfers. Allocation of funds or budgeting  
 
processes in local government require transparency and  
 
accountability to the central government and to the local  
 
inhabitants (White Paper on Local Government, 1998:111).  
 
 
Future local government should be committed to introducing  
 
effective credit control measures to service end-users by  
 
metering services and sending bills with accurate debt  
 
figures, and finding and calling the service fee evaders on  
 
board to pay user-charges (Hilliard, 1998:2; White Paper on  
 
Local Government, 1998:125).  
 
 
Effective control mechanisms tailored to curb corruption,  
 
and to exact accountability and transparency in respect of  
 
municipal finances, should be developed and applied  
 
effectively. For instance, the auditing of books by  
 
provincial or central governments, and the publication of  
 
monthly, quarterly, and annual reports on how funds were  
 
spent by each department within the municipality should be  
 
 
encouraged [Hilliard & Binza, (Evening Post 6/05/1997:6)]. 
 
 
4.14 Administrative systems of developmental local   
 
government 
 
 
The future administrative systems of local government should  
 
be in peak condition for attaining excellence in service  
 
delivery and be aligned to the development of sustainable  
 
service delivery systems and democracy as core values of  
 
developmental local government and of the 21st century  
 
citizens. The role of the administration of local  
 
governments is to work with the Council to achieve its  
 
vision and mission of meeting the basic social, economic  
 
and material needs of the community as part of its new  
 
‘strategic capacity.’ The White Paper on Local Government,  
 
1998, defines strategic capacity as "developing the  
 
ability to be open and flexible to new demands, careful  
 
prioritisation on the basis of a clear and definite  
 
understanding of existing resources, medium-term and long- 
 
term objectives, and to move quickly and effectively to  
 
meet demands at the highest level of competence."  
 
 
 
The basic values and principles governing public  
 
administration provided in chapter 10, Section 195, of the  
 
Constitution of the Republic of South Africa, 1996 (Act 108  
 
of 1996), should be applied and adhered to by all local  
 
government employees for efficiency and effectiveness  
 
in the process of service provision. Developmental local  
 
government should have well-trained, knowledgeable,  
 
committed, and enthusiastic front-line staff who are quick,  
 
accurate and efficient in providing services to the public.  
 
Front-line staff should at least be able to speak two or  
 
more of the official languages to help customers from  
 
different language backgrounds. The administration of  
 
municipalities should be able to advise the public with  
 
regard to which efficient and effective ways of service  
 
delivery they can rely on (as some services will be  
 
contracted out), as well as give financial advice to the  
 
service end-users (ABSA BANK, Secrets for Services, 1998). 
 
 
 
Administrative systems, particularly service delivery  
 
systems, should be transparent, inclusive and accommodate as  
 
many social groupings as possible of each municipality as  
 
these systems are not developed for the municipality itself,  
 
but for the community. In fact, involvement and  
 
participation of citizens in the formulation and  
 
administration of service delivery systems in any  
 
municipality should not be treated as a matter of choice,  
 
but as a matter of must. It is evident that, in the  
 
contemporary world, municipalities are judged by certain  
 
international norms, and their efficiency and effectiveness  
 
evaluated according to the way they deliver services to the  
 
people. It is crucial for South African local government to  
 
transform service delivery to be on a par with international  
 
standards. In this context, local government's  
 
administration is committed to implementing the Batho Pele  
 
Policy which requires all spheres of administration to put  
 
the "interest of people first when rendering services, and  
 
is about improving efficiency and effectiveness of the way  
 
in which services are delivered" (White Paper on  
 
Transforming Government Service Delivery (Batho Pele),  
 
1997). 
 
 
The administration of local government, when implementing  
 
service delivery, has to adhere to the principles of Batho  
 
Pele which are, inter alia: 
 
 
1.Consultation: local authorities should consult citizens  
 
about the level and quality of the public services they  
 
receive and, whenever possible, should be given a choice  
 
regarding services that are offered. 
 
 
2.Service standards: citizens should be told by their  
 
respective authorities about what level and quality of  
 
public services they will receive so that they know what to  
 
expect. 
 
 
3. Access: all citizens should have equal access to the  
 
services to which they are entitled. 
 
 
4. Courtesy: citizens should be treated with courtesy and  
 
consideration. 
5. Information: citizens should be given full, accurate  
 
information about the services they receive. 
 
 
6. Openness and transparency: citizens should be told how  
 
the three spheres of government, particularly local  
 
government, are run (i.e. how services are delivered), how  
 
much they cost, and who is in charge. 
 
 
7. Redress: if the promised standard of service is not  
 
delivered, citizens should be offered an apology, a full  
 
explanation and a speedy and effective remedy, and when  
 
complaints are made, citizens should receive a sympathetic,  
 
positive response. 
 
 
8. Value for money: public services should be provided  
 
economically and efficiently in order to give citizens the  
 
best possible value for money. The principles of Batho  
 
Pele, together with the principles of attaining excellence  
 
in service delivery, are further elaborated in chapter six  
 
of this dissertation. Developmental local government is  
 
committed to improving the administration to execute the new  
 
developmental approach to service delivery which is aimed at  
 
enhancing the quality of life of every citizen. The  
 
normative approaches for attaining excellence in service  
 
delivery in the local spheres of government are the focus of  
 
this research; and these are examined below, and in the  
 
following chapters. 
 
 
4.14.1 Building on existing capacity 
 
 
Established municipalities have purposes and objectives to  
 
fulfill, the most important one being that of promoting and  
 
maintaining the general welfare of local inhabitants. To  
 
achieve this objective, municipalities have to deliver  
 
services efficiently, effectively and economically.  
 
Building on existing capacity means that developmental local  
 
government should still use the existing systems or policies  
 
(e.g. the RDP, Gear, and the Masakhane Campaign) of service  
 
delivery, but should use them efficiently with the aim of  
 
meeting the basic needs of the citizens.  
 
 
An evaluation of the current service delivery policies,  
 
skills, capacity and potential of the existing  
 
administration is required prior to building on existing  
 
capacity. Thereafter, managerial reform (through the  
 
introduction of performance-based contracts, the revision  
 
or development of Codes of Conduct, and affirmative action)  
 
and worker empowerment with a focus on enhancing the skills  
 
and the potential of the frontline staff, the   
 
decentralisation of managerial responsibility to junior  
 
managers, service delivery infrastructure to required areas  
 
of the municipality, as well as communication and  
 
consultation between the management and frontline staff,  
 
and between the municipality and the community, is of great  
 
concern when building on the existing systems of service   
 
delivery (White Paper on Local Government, 1998: 95-97). 
 
 
4.14.2 Corporatisation 
 
 
According to the White Paper on Local Government, (1998:97)  
 
"corporatisation refers to the separation of service  
 
delivery units from the council." Succinctly, it is  
 
a system of delivering services by an independent board or  
 
unit within a municipality's jurisdiction having its own  
 
budget (this could be funded by the central or regional  
 
governments) and personnel competent to deliver services of  
 
a required standard to the local inhabitants. Big  
 
municipalities such as metropolitan or district governments  
 
can have such a system. The relationship should be  
 
established in terms of municipal by-laws and principles so  
 
that an independent board can provide accountability. 
 
 
4.14.3 Public-public-partnerships 
 
 
This system is activated between municipalities of the same  
 
province or municipalities falling under the jurisdiction  
 
of metropolitan or district governments, or a municipality  
 
and provincial and national governments. Examples of  
 
services that can be rendered through a public-public- 
 
partnership system are training and development of public  
 
servants; development of small businesses and communities;  
 
joint purchasing consortia; information services such as the  
 
rendering of reports to the citizens through municipal  
 
newspapers, government reports or yearbooks; technical  
 
support services, for instance, the support given by the  
 
Post Office for the collection of revenue; library services;  
 
traffic; and transport services. (White Paper on Local  
 
Government, 1998:97). The system can play a significant role  
 
in improving co-operative governance as it allows for  
 
municipalities, and provincial and central spheres of  
 
government, to co-operate and co-ordinate their service  
 
delivery efforts.  
 
 
The government-business approach to service delivery 
could  
 
be promoted and consolidated by government partners as  
 
government would continue using its governmental system of  
 
service delivery, but now a business system could be  
 
employed and be applied simultaneously. The reason is that  
 
the contemporary local governments, prior to formulating any  
 
policy, must consult the citizens and also professional  
 
organisations which employ local government experts. These  
 
professional organisations conduct certain business, e.g.  
 
consultation, and these experts mostly have a business  
 
background (White Paper on Local Government, 1998).  
 
 
South African municipalities, ideally, should engage  
 
themselves in activities that enhance globalisation. For  
 
example, PEM could forge socio-economic relationships with  
 
the Despatch and Uitenhage municipalities and together they  
 
can forge a relationship with any international municipality  
 
or country of their choice with the aim of developing a big  
 
project, e.g. building a dam or toll road within the  
 
jurisdiction of the Port Elizabeth / Despatch and Uitenhage  
 
metropolitan area [Hilliard & Binza, (Evening Post, 6/ 05/  
 
1997:6; White Paper on Municipal Service Partnerships,  
 
2000)].  
 
 
4.14.4 Partnerships with community-based organisations and  
 
non-governmental organisations 
 
 
As municipalities usually consult NGOs for advice and,  
 
thereafter, bear the cost of consultation, developmental  
 
local government is committed to the efficient and  
 
effective use of the NGOs and CBOs to render goods and  
 
services directly to the communities. Efficiency can exist  
 
where, for instance, the Department of Trade and Industry  
 
works with relevant NGOs and CBOs to deliver  
 
entrepreneurial services to individuals and communities.  
 
NGOs and CBOs can participate in training local citizens,  
 
and in rendering refuse removal with and for the  
 
municipality concerned, or can do so independently (White  
 
Paper on Local Government, 1998: 98; White Paper on  
 
Municipal Service Partnerships, 2000).  
 
 
 
Employment opportunities could be created for citizens so  
 
that developmental local government achieves economies of  
 
scale and participation in sustainable service delivery  
 
(White Paper on Local Government, 1998:98; White Paper on  
 
Municipal Service Partnerships, 2000). 
 
 
 
4.14.5 Contracting out  
 
 
The interim local governments lacked competitors, and  
 
were monopolistic in terms of service delivery (i.e. their  
 
functions were to render social services), and overspending  
 
of public funds was prevalent. Developmental local  
 
government is committed to contracting out services to the  
 
private sector, as well as to the NGOs. Savas (1987:68)  
 
writes that contracting out is about "privatising  
 
conventional public services where government is an  
 
articulator of democratically expressed demands for  
 
public goods and services, a skillful purchasing agent, a  
 
sophisticated inspector of the goods and services that are  
 
purchased from the private sector, an efficient collector  
 
of fair taxes, and a parsimonious disburser of proper and  
 
timely payments to the contractor." 
 
 
It is necessary for developmental local government to  
 
protect standards and promote quality through tender  
 
evaluation processes, contract specifications, contract  
 
monitoring and compliance techniques. Councillors and  
 
public managers should be familiar with and understand the  
 
legal nomenclature and details of legal contracts.  
 
Politicians and public officials should know when and  
 
how the contract is rescinded. The contractor should provide  
 
local authorities with monthly reports and should provide  
 
affordable services, be transparent to the consumers  
 
(citizens) of services, and always provide accurate  
 
information. The contractor should render services in an  
 
apolitical manner (White Paper on Municipal Service  
 
Partnerships, 2000).    
 
 
 
4.14.6 Leases and concessions 
 
 
This approach to service delivery is part of public-private  
 
sector partnerships. It requires ‘large-scale capital  
 
investment’ in services. Large-scale capital investment is  
 
normally long term orientated, hence the approach gives the  
 
private sector ample opportunities to make sufficient profit  
 
during the contract. Leases and concessions can be used  
 
efficiently and effectively in delivering services such as  
 
toll roads, private schools and universities, and building  
 
and managing dams (White Paper on Municipal Service  
 
Partnerships, 2000). 
 
 
Time factors should be considered carefully prior to the  
 
signing of a contract or during tendering and procurement  
 
processes by the arranger or developmental local government  
 
and producer or contractor. It is important for the  
 
government to heed the interests of the poorer segments in  
 
terms of their benefiting from the services delivered by  
 
guaranteeing affordability of, and accessibility to the  
 
services (White Paper on Local Government, 1998 :23).  
 
 
 
4.14.7 Privatisation  
 
 
Privatisation means changing from a system with high  
 
government involvement (nationalisation) to one in which  
 
the private sector plays a more dominant and prominent role  
 
in the delivery of services. Assets owned by the state 
can  
 
be privatised in order to improve municipal capacity to  
 
deliver basic services and increase municipal revenue.  
 
Examples of services that can be privatised are: tree  
 
maintenance, turf maintenance or mowing, reseeding and  
 
aerating the grass of the municipality; property  
 
assessment, i.e. assessment of community properties by a  
 
private company (rates assessment); and health services  
 
rendered by private hospitals and doctors (Savas, 1987:88- 
 
92). 
 
 
The main advantage of privatisation is that municipalities  
 
have ample time and financial resources to deliver basic  
 
services to the poor, as well as time to concentrate on   
 
fundamental issues affecting the municipality. More funds  
 
will be directed towards service provision than just the  
 
paying of salaries. It can promote economies of scale and  
 
create employment opportunities. Privatisation promotes  
 
capitalism or a free market system at best and results in  
 
“the exploitation of the weakest, and survival of  
 
the fittest” (Savas, 1987:277). Government employees can  
 
lose their jobs, as some of their responsibilities will be  
 
undertaken by the private sector. If this happens,  
 
government may be subject to scathing criticism and this can  
 
affect or reduce the interest of people to vote during the  
 
next local (and national) government elections (Savas,  
 
1987:277). 
 
 
 
4.15 Conclusion    
 
 
The normative model for attaining excellence in service  
 
delivery demonstrates how the PEM can render community  
 
services efficiently, effectively and economically. The  
 
model proposes that local authorities should cease using the  
 
old, traditional paradigm of service delivery, but rather  
 
adopt the government-business paradigm. The White Paper on  
 
Local Government, 1998, provides for “building on its own  
 
capacity” which means that municipalities must continue  
 
delivering services in their traditional way, but this  
 
traditional way must be built up or improved so as to  
 
accommodate new trends of developmental service delivery.  
 
 
The rhetorical questions pertaining to local government are:  
 
How should basic services be provided by the municipalities  
 
in the 21st century in order to improve the QL of the local  
 
inhabitants? This question reveals what the municipalities  
 
as grassroots government are about (the provision of basic  
 
services) and why they were established, that is, to improve  
 
and sustain the general welfare of local inhabitants. Future  
 
municipalities are required to render services through  
 
contracting them out; privatisation; leases and concessions;  
 
public-public-partnerships; public-private-partnerships;  
 
partnerships with NGOs and CBOs; and corporatisation. 
 
 
 
The above questions reveal that the effective application of  
 
the proposed normative model (see figure 4.1) with its  
 
government-business paradigm could improve the QWL through  
 
performance and productivity of the municipal employees and  
 
the QL of the local inhabitants. The proposed model suggests  
 
the optimal use of government strategies and tactics  
 
together with business strategies and tactics (i.e. a 
 
government-business paradigm), so as to attain excellence in  
 
municipal service delivery. Further research concerning the  
 
government-business paradigm should be done locally and  
 
internationally so as to put this paradigm within a global  
 
context. Further details about the proposed normative model  
 
and the paradigm will be dealt with in chapter seven which  
 
deals with the recommendations of this dissertation. 
   
 
 
 
 
 
 
 
Statement 46 
 
 
Which system(s) or method(s) does your municipality 
employ to provide water services to the community? 
 
 
The response to this question shows that the municipality  
 
uses both metered (24 percent) and non-metered (7 percent)  
 
methods to provide water to its inhabitants. The non-
metered method is currently and predominantly used to 
provide water services to residents dwelling in the 
previously marginalized areas. A combined total of 69 
percent was given for both metered and non-metered 
methods. 
 
 
Value Number of respondents percent Skewness 
1 
2 
3 
10 
3 
29 
24 
7 
69 
0.97 
Total 42   
 
 
 
 
Statement 46
24%
7%
69%
1.Metered method
2.Non metered
method
3.Both metered &
non metered
  
 
 
 
 
 
 
 
 
Statement 47 
 
 
Which one of the following would be the best approach or  
 
strategy which the municipality could adopt and use when  
 
rendering water to the community in the 21st century, as  
 
mentioned in the White Paper on Local Government, 1998? 
 
 
The response to this question shows that most of the  
 
respondents prefer the municipality to adopt the ‘building  
 
on existing capacity’ when providing water services to its  
 
local inhabitants in the 21st century. 
 
 
Value Number of 
respondents 
Percent Skewness 
1.Building on existing capacity 
2.Corporatisation 
3.Public-public partnerships 
4.Partnerships with CBOs and NGOs 
5.Contracting out 
6.Leases and concessions 
7.Privatisation 
23 
1 
2 
7 
6 
3 
0 
55 
2 
5 
17 
14 
7 
0 
0.58 
Total  42   
 
 
Statement 47
55%
2%5%
17%
14%
7% 0% 1
2
3
4
5
6
7
 
Statement 48 
 
 
General comments from respondents (e.g. on efficiency,  
 
effectiveness and economy of the policies and methods of  
 
municipal service delivery).  
 
 
Respondents in both the community and municipal  
 
questionnaires commented on the efficiency, effectiveness  
 
and economic aspects of service delivery, as well as  
 
suggested remedies to the current problems facing the PEM. 
 
The researcher analysed the information as follows:  
 
 
The PETLC is the lowest sphere of government and procures  
 
public services for its own use as organisation and for 
the  
 
use of its local inhabitants (i.e. consumers of public 
goods  
 
and services). These services can be viewed along a  
 
continuum from complex to simple. For example, the  
 
municipality is the provider of electricity, water, 
sewerage  
 
reticulation and refuse collection services, and many 
more  
 
services. The questionnaire was designed in such a manner  
 
that it was able to examine both the quantitative and  
 
qualitative aspects of the services.  
 
 
Other aspects such as the tangibility and intangibility of  
 
services were considered of paramount significance and  
 
considered to influence the understanding of the types of  
 
services rendered. Because a service is defined as any  
 
activity or benefit that one party (in this case, the  
 
municipality) can give to another (a service recipient  
 
dwelling within the PEM boundaries) that is essentially  
 
intangible and does not result in ownership (Botten &  
 
McManus, 1999:31). 
 
 
The purpose of considering these aspects was an attempt to  
 
ascertain whether the service recipients, i.e. local  
 
inhabitants, are involved in the service delivery processes. 
 
And whether the municipality does assist in ensuring that  
 
inhabitants (service recipients) have a favourable opinion 
 
of the services provided, as well as a favourable impression  
 
of the service provider as public body created by statute to  
 
provide such services equitably, efficiently, effectively  
 
and economically. 
 
 
Both the service provider and service recipient commented  
 
that there is much that needs to be done to improve service  
 
delivery and sustainability. After a thorough analysis of  
 
the comments given by the respondents, the researcher  
 
summarises the following service delivery attributes:- 
 
 
1.Service reliability 
 
 
The municipality should promote honesty and consistency of  
 
performance, that is, only accurate statements should be  
 
sent to service consumers. Respondents commented on  
 
the inaccuracy of bills and requested the municipality to  
 
consider providing them with a reliable service. The  
 
municipality ought to provide essential services at the  
 
designated time, and must do so effectively. For example, if  
 
the sewerage or water pipes are leaking and a member of the  
 
public reports the matter, it is expected of the  
 
municipality to provide efficient assistance (Botten &  
 
McManus, 1999:31). 
 
 
2.Service responsiveness 
 
 
The promptness and willingness of the municipal employees  
 
to provide public services shows how responsive (quick  
 
and accurate) they are in satisfying people’s needs. It is  
 
encouraging that employees are usually passionate and  
 
eager to serve the public. Employees must have empathy with  
 
the public and demonstrate an exemplary service delivery  
 
process. By so doing, they could eliminate complaints and  
 
prevent clients from standing in long queues, as this  
 
creates a bad impression of the service the municipality  
 
offers. Lastly, timing should be considered as a significant  
 
factor in rendering essential services (ABSA Secrets for  
 
Service, 1998). 
 
 
3.Service communication 
 
 
Internal communication within the municipality should be  
 
managed professionally and effectively by all staff, and  
 
the staff responsible for service delivery must be fully  
 
informed. It is suggested that each department formulates  
 
its own internal communication policy on how to deliver  
 
essential services to the public which must be in line with  
 
the Batho Pele Policy (White Paper on Transforming  
 
Government Service Delivery, 1998). 
 
 
Local inhabitants should be kept informed in the language of  
 
their choice about the progress and changes in services  
 
rendered to them. Proper communication could encourage  
 
inhabitants to participate in service delivery processes as  
 
they will then be well-informed. Printing messages on  
 
statements is not enough, as this strategy ignores and  
 
undermines the capacity of the participation of the  
 
illiterate [Binza & Hilliard, Evening Post, 6 May 1997:4)].  
 
 
Service communication can serve as catalyst to stop the  
 
impression that the illiterate have that the non-payment of  
 
services must be kept as the norm. This impression is rooted  
 
in the belief that payment was already made in the number of  
 
votes cast during the election process. And, lastly, the  
 
impression that everyone has the full right of access to  
 
‘free’ services, as the main source of all services is God,  
 
has to be dispelled. It is important that this incorrect  
 
attitude be discarded quickly. A ‘service education  
 
campaign’ should be considered as a priority in the 21st  
 
century local government as contemporary local governments  
 
would still be victims of a ‘non-payment culture’ [Binza &  
 
Hilliard, Evening Post, 6 May 1997:4)].  
 
 
4.Service accessibility 
 
 
Service delivery facilities should be decentralized so as  
 
to meet the needs of the people. Telephones must be  
 
professionally answered and feedback given on time. If  
 
the municipal officer at the other end of the line cannot  
 
handle the inquiry, she / he should refer the clients to a  
 
person who can handle an inquiry effectively. If there is no  
 
one who can provide immediate assistance, the officer  
 
should inform the client and make arrangements to obtain  
 
an answer for the client. A 24-hour free help-line telephone  
 
service and an internet service should be provided as  
 
information strategy to assist the public for all four  
 
services dealt with in this research, viz: water,  
 
electricity, sewerage and refuse collection services [Binza  
 
& Hilliard, Evening Post, 6 May 1997:4)].  
 
 
5.Service knowledge and skills 
 
 
Municipal staff should possess the required skills,  
 
expertise and knowledge to perform and provide superlative  
 
services. The respondents from the municipality commented  
 
that the municipality lacks research capacity about service  
 
delivery processes to keep abreast of modern challenges  
 
within the field of service delivery operations. Maturana  
 
and Varela (1992:245) support the above statement by writing  
 
 
that: “knowledge of knowledge compels. It compels us to  
 
adopt an attitude of permanent vigilance against the  
 
temptation of certainty. It compels us to recognize that  
 
certainty is not a proof of truth. It compels us to realize  
 
that the world everyone sees is not the world, but the world  
 
which we bring forth with others. It compels us to see that  
 
the world will be different only if we live differently. It  
 
compels us because, when we know what we know, we cannot  
 
deny (to ourselves or to others) that we know.”  The  
 
employees can exercise the following types of knowledge to  
 
deliver superlative services and consequently improve the  
 
general welfare of the local inhabitants, viz:  
 
 
1.Tactical knowledge which means the practical know-how that  
 
  is embedded in an employee’s ability to make judgments and  
 
  exercise intuition. 
 
2.Rule-based knowledge is formal knowledge that has been  
 
  encoded as procedures and programmes in order to maximize  
 
  operational efficiency. It enables adequate levels of  
 
  efficiency, control and coordination of service delivery  
 
  processes. 
 
3.Cultural knowledge provides the assumptions and beliefs  
 
  that are used to describe and explain reality, as well as  
 
  the conventions and expectations that are assigned to  
  
  attain excellence in service delivery (Maturana & Varela,  
 
  1992:245-246).  
 
The municipality should initiate opportunities to enhance  
 
service knowledge through community capacity-building in  
 
order not to leave the community behind, as this could  
 
create endless service problems that could lead to the  
 
creation of a bad attitude towards an excellent service that  
 
can optimally promote and sustain the QL of the 21st century  
 
Port Elizabethans [Binza & Hilliard, Evening Post, 6 May  
 
1997:4)].  
 
 
6. Service leadership 
 
 
Service leadership is required to set clear direction,  
 
that is, to set service priorities and apply discipline;  
 
to organize improvements; to lead by example in all areas  
 
of service delivery processes, and to set qualitative  
 
service standards; to remove service impediments that  
 
prohibit efficient and effective responses to peoples’  
 
needs; and to create an environment where employees feel  
 
encouraged to improve themselves and the way they render  
 
services to the people (Botten & McManus, 1999:43).  
 
 
 
Botten and McManus (1999:43) further assert that 
“management  
 
is seen as catalytic with power to improve key service  
 
delivery processes, to set policy and objectives, and a  
 
style which other staff adopt.” It is important for  
 
municipal employees, with particular emphasis on 
councillors  
 
and senior management, not to feel disturbed when their  
 
community counterparts request information concerning  
 
services after work, but should take this as an 
opportunity  
 
to also search for answers from the community. For 
example,  
 
why do communities not want to pay for services? How do 
they  
 
perceive the services the municipality renders to them? 
What  
 
needs do the inhabitants or customers currently have that  
 
are still not being adequately met by the available 
service  
 
provider? Service leaders and managers have the ability 
to  
 
gain an intimate knowledge of the service consumer if 
both  
 
meet on community level, and simultaneously “open doors 
of  
 
opportunity for local inhabitants to participate in 
service delivery processes as well as arm them through 
local governance education to walk through those doors” 
[Woodrow Wilson in (Saayman, 1990: 88)].  
 
CHAPTER 5 
 
 
EMPIRICAL SURVEY OF THE EVALUATION OF THE 
POLICIES  
 
FOR ATTAINING EXCELLENCE IN SERVICE DELIVERY IN 
THE  
 
PORT ELIZABETH MUNICIPALITY 
 
 
5.0 Introduction 
 
 
In the first chapter the problem of this research was  
 
formulated as an assumed lack of excellence in service  
 
delivery in the PEM. An evaluation of the policies for  
 
attaining excellence in service delivery was deemed  
 
necessary in order to improve and sustain the quality of  
 
life of Port Elizabethans. Prior to 1994, services were  
 
provided ineffectively, inefficiently and uneconomically for  
 
some of the sectors of the community. Services were  
 
distributed biasedly and inequitably by the ‘old’ racially- 
 
segregated PEM. The post-apartheid PEM inherited a non- 
 
payment culture and citizen apathy in the affairs of their  
 
local authority, which is the PETLC. 
 
 
Excellence in service delivery requires that services be of  
 
a high quality as well as affordable in order to enhance the  
 
QL of the local inhabitants. This chapter explores possible  
 
answers pertaining to the key questions of this research  
 
asked in chapter one of this dissertation, viz:  
 
1.Why is it necessary to improve local government service  
 
  delivery in the PEM? 
 
2.What strategies are currently used to champion  
 
  superlative service delivery by the new government, and  
 
  what problems are faced in implementing such strategies? 
 
3.How does the ordinary citizen in the PEM perceive and  
 
  ultimately judge local government service delivery from  
 
  1994-1999? 
 
4. What techniques have been implemented by the government  
 
   to empower local government officials responsible for the  
 
   delivery process? 
 
5. What new strategies from the literature could be  
 
   utilised in the 21st century by the developmental local  
 
   authorities to improve and sustain excellence in service  
 
   delivery? 
 
 
In this chapter, firstly, it should be stated that the  
 
research methodology utilised was an empirical survey.  
 
Secondly, the operationalisation of the survey questionnaire  
 
utilised for gathering the data needed for analysis and  
 
interpretation, and the survey data, will be presented, and,  
 
lastly, the research conclusions will be examined. 
 
 
 
5.1 Research methodology  
 
 
The research methodology is intended to test the key  
 
hypothesis of this research presented in chapter one against  
 
the available empirical survey data.  
 
The hypothesis is the lack of excellence in service 
delivery  
 
processes in the PEM. The service delivery functionaries  
 
still need to be imparted with customer care skills,  
 
technological skills, telephone techniques and service  
 
delivery policy formulation and implementation skills so 
as  
 
to enable them to face the ongoing challenges in the field 
of  
 
community service delivery.  
 
 
 
It was further hypothesised that excellence in service  
 
delivery is still very much regarded as an end in itself,  
 
but is supposed to be regarded as a means to an end.  
 
Attainment of excellence in service delivery is  
 
assumed to be a process; a process which needs to be  
 
improved as well as sustained.  
 
 
Efficient and effective payment for services is still  
 
considered to be a contentious matter and a non-payment  
 
culture still prevails. This hypothesis was supported  
 
by the fact that some of the local dwellers are not paying  
 
for the services rendered to them by the PEM. The non-paying  
 
populace are mostly those who were disadvantaged in the past  
 
and who currently reside in the township areas. The non- 
 
payment culture was inherited from the apartheid or ‘old’  
 
PEM (Cloete, 1995:45). 
 
 
An empirical survey was undertaken in order to investigate  
 
to what extent the contemporary PETLC could attain  
 
excellence in service delivery in order to improve the  
 
QL of Port Elizabethans effectively, efficiently and  
 
economically. The research is a systematic method or attempt  
 
to provide answers to questions, with specific reference to  
 
the key questions of this research asked in chapter one.  
 
Prior to discovering the facts and then formulating  
 
generalisations as proposed recommendations based on the  
 
interpretation of the facts, an explanation of the concepts  
 
research and the four principal research methodologies which  
 
may be utilised, depending on the type of research objective  
 
will be given (Ferreira, 1995:285-287; Leedy, 1980:1; Raga,  
 
1997: 160; and Taylor, 1998:175-176). 
 
 
 
Leedy (1980:1-7) defines research as: “the manner in which  
 
we attempt to solve problems in a systematic effort to push  
 
back the frontiers of human ignorance or to confirm the  
 
validity of the solution to problems others solved.  
 
Research is circular in the sense that the researcher seeks  
 
facts (data) which seem pertinent to the solution of the  
 
researchable problem from within the research universe  
 
(environment) that give rise to the researchable problem,  
 
and which is potentially fact-laden. The collected data is  
 
then organised, analysed, and interpreted in order to  
 
facilitate the solution of the researchable problem that  
 
gave rise to the research effort originally, and the  
 
research cycle is thus completed. However, it may be more  
 
realistic to see this cyclical concept as a helical  
 
(spiral) concept as research frequently gives rise to  
 
further unexplored problems which then require a repeat of  
 
the research cycle process for their solution.” 
 
 
Research is a scientific process applied with the purpose  
 
of discovering unknown facts, i.e. to discover the  
 
undiscovered so as to bring the unknown to the fore. 
Research  
 
can be applied to verify existing knowledge with the 
purpose  
 
of resolving an existing problem or ascertaining answers  
 
pertinent to the pre-mentioned questions by any previous  
 
researcher, through the application of scientific  
 
methodologies which are normatively empirical in nature  
 
(Leedy, 1989: 5-7; Taylor, 1998: 175).  
 
 
Landman (in Ferreira, 1995: 285) states that the word  
 
methodology is seen as both Greek and Latin in origin. For  
 
example, Landman describes method as the Latin term  
 
methodus, which means a systematic procedure in analysing  
 
the phenomenon in question. Methodos is a Greek term, 
which  
 
is made up of meta + hodos meaning the way in which the  
 
scientific researcher must select a method permitting 
access  
 
to the phenomenon in question. Leedy (1989: 91) formulates  
 
the meaning of methodology succinctly by stating that  
 
methodology is “an operational framework within which the  
 
facts are placed so that their meaning may be seen more  
 
clearly.”   
 
Leedy (in Ferreira, 1995: 286) further explains the 
following  
 
four principal research methodologies which may be used,  
 
depending on the type of research objectives, viz:  
 
 
1. The historical method, which is appropriately applied 
to  
 
   data that are in literary form or documentary by 
nature. 
 
2. The analytical survey method, which is appropriate for  
 
   data that are quantitative in nature and need statistical  
 
   assistance to extract their meaning. 
 
3. The experimental method, which is appropriate for data  
 
   derived from an experimental control situation in which  
 
   two separate groups are involved, the one group being 
the  
 
   control group, while the other group is the 
experimental  
 
   group. 
 
4. The descriptive survey method, sometimes called the  
 
   normative survey method, which is appropriate for data   
 
   derived from observational situations and which may lie  
 
   buried deep within the minds, attitudes, feelings/  
 
   opinions, or reactions of people (Ferreira, 1995: 286- 
 
   287).  
 
 
 
5.2 The normative survey method 
 
 
The normative survey method was selected as the 
appropriate  
 
research methodology to be utilised, based on the research  
 
objectives discussed in chapter one of this dissertation, 
as  
 
well as from the brief discussion of the four principal  
 
research methodologies as mentioned above. The objective 
was  
 
to develop a general view of an evaluation of the policies  
 
for attaining excellence in service delivery in the PEM. 
 
Leedy (1980:133), states that the normative survey method  
 
implies the “assumption that whatever we observe at any  
 
time is normal (the norm) and under the same conditions  
 
could conceivably be observed at any time in the future.  
 
The basic assumption underlying such an approach is that  
 
given phenomena usually follow a common pattern or norm.  
 
Sometimes this survey method is called the descriptive  
 
survey method in which case the researcher looks, that is  
 
observes with intense accuracy at the phenomena of the  
 
moment and then describes precisely what the researcher  
 
sees (observes).”  
 
 
The descriptive/normative survey method is governed by the  
 
basic rule, stated as follows: 
 
“ …Nothing comes out at the end of a long and involved  
 
study which is any better than the care, the precision, the  
 
consideration and the thought that went into the basic  
 
planning of the research design and the careful selection  
 
of the population. The results of a survey are no more  
 
trustworthy than the quality of the population or the  
 
representativeness of the sample. Population parameters and  
 
sampling procedures are of paramount importance and become  
 
critical as factors in the success of the study…” [Leedy in  
 
(Ferreira, 1995: 289)]. 
 
The normative survey method is appropriate for data that  
 
are derived from observational situations. In the  
 
contemporary world, research surveys are conducted by means  
 
of questionnaires mailed to the sampled population or door-  
 
to-door surveys where the sampled population is interviewed  
 
personally by the investigator. It is suggested that the  
 
researcher should consider both the study and its population  
 
so as to choose the data collection method best suited to  
 
their objectives (Ferreira, 1995: 288; Taylor, 1998:177). 
 
The normative / descriptive survey method has four salient 
 
features that need attention in the research design stage  
 
that the researcher needs to consider, viz:  
 
 
 
5.2.1 Collecting the data  
 
 
The technique of observation is the principal means of  
 
collecting the data in this type of survey situation. 
 
The questionnaire is the usual measuring instrument used in  
 
order to ensure the collection of reliable structured data  
 
needed for analysis and interpretation in a research study.  
 
It records and preserves the facts that are part of the  
 
observation. There are three methods of using the  
 
questionnaire to gather data, viz: the postal survey, the  
 
telephone survey and the personal interview, that is the  
 
self-administered method (Ferreira, 1995: 291). 
 
 
 
 
 
5.2.2  The population and the sample 
 
 
The population for the research survey must be carefully  
 
chosen and clearly defined. In addition, measurable or  
 
quantifiable limits must be determined in order to set  
 
distinct limits on the population. 
 
 
5.2.3  The introduction of bias 
 
 
There is a susceptibility to distortion of the data 
through  
 
the introduction of bias into the research design, thus  
 
particular attention should be given to the methodology in  
 
order to safeguard against such bias.  
 
 
Bias is defined by Leedy (1980:161), as: “any influence,  
 
condition, or set of conditions, which singly or together,  
 
cause distortion or aberration of the data from those which  
 
may have been obtained under the conditions of pure chance.  
 
Furthermore, bias is any influence which may have disturbed  
 
the randomness by which the choice of a sample population  
 
has been selected.” It is suggested that the researcher must  
 
not disregard any evidence in contradiction with personal  
 
beliefs and opinions or arrange favoured conditions in order  
 
to derive desired results when analysing and interpreting  
 
the data, and when making inferences. The researcher should  
 
permit facts to speak for themselves by ensuring that bias  
 
does not exist (Taylor, 1998:178; Ferreira, 1995: 290).  
 
5.2.4  Organisation and presentation of data 
 
 
The collected data must be organised and presented  
 
systematically, depending on the research objectives, so  
 
that valid and accurate conclusions are drawn. 
 
 
5.3 The structure and design of the questionnaire 
 
 
A questionnaire is defined as a set of questions dealing  
 
with a certain chosen topic or related group of chosen  
 
topics, given to a selected group of individuals for the  
 
purpose of gathering data on a problem under consideration  
 
(Sax, 1979:244). The questionnaire was designed to have  
 
fully structured statements as far as possible with no use  
 
being made of open-ended statements. The sequencing of the  
 
questionnaire is also vital, as commencing the 
questionnaire  
 
with threatening or sensitive statements which put off the  
 
respondent(s) may result in the respondent responding 
poorly  
 
or negatively, or not answering at all. 
 
 
With regard to the language preference of the sample  
 
population, it was decided to employ English as the only  
 
language, including the covering letter, in an attempt to  
 
improve the response rate. The questionnaire was 
translated  
 
into Xhosa to help some of those respondents residing in 
the  
 
former Ibhayi, Motherwell and KwaMagxaki / KwaDwesi 
municipal  
 
areas so as to give them a better understanding and to  
 
simplify the questions as much as possible.  
 
When the researcher is involved in designing a 
questionnaire  
 
(design stage), and satisfied that the questionnaire will  
 
gather the desired data, the questionnaire would have been  
 
subjected to many revisions in length, content and 
wording.  
 
Prior to the completion of the questionnaire, it is 
important  
 
to conduct a preliminary investigation in order to test 
and  
 
refine it. Such an investigation was conducted, by way of 
a  
 
pilot study, using a similar questionnaire at the PETLC 
and  
 
the Port Elizabeth Civil Society Forum. Walizer and Wienir  
 
(1978:267)in (Taylor, 1998: 180), state that a pilot study 
is  
 
a trial run of the survey using similar questions and 
similar  
 
subjects as in the final survey. During the pilot study, a  
 
number of shortcomings in the original questionnaire were  
 
detected, and subsequently rectified. 
 
 
A questionnaire, according to Rossi (1983:84), should  
 
comply with the following objectives, namely: 
 
• It should reflect accurate information regarding the  
 
   research study. 
 
• It should meet the aims of the research. 
 
• It should be implemented within the ambit of available  
 
   time and resources. 
 
 
5.4 The essence of designing a questionnaire  
 
 
Structured (i.e. closed questions) and unstructured (i.e.  
 
open-ended) questions may be used in survey research. It 
was  
 
advisable to employ structured questions in order to  
 
facilitate the response rate and the analysis of the  
 
returned questionnaire, as they are more economical and  
 
less time-consuming to administer. A structured question 
is  
 
defined as a question that contains specific mutually  
 
exclusive categories of responses from the respondent and 
 
selects a category that best suits his / her response  
 
(Ferreira, 1995:295).  
 
 
 
The questionnaire was completed after approximately three  
 
months of revisionary meetings with the study project  
 
supervisor, the statistician, the Director for 
Administration  
 
at the PEM, as well as senior officials of the Port 
Elizabeth  
 
Civil Society Forum. 
 
 
 
In consultation with the study supervisor, the 
statistician  
 
and the Director for Administration of the PEM, it was 
agreed  
 
that two types of questionnaires would suffice as an  
 
empirical focus for the extraction of data of integrity 
which  
 
would be acceptable to draw conclusions for the purposes 
of  
 
this research. The first questionnaire type was designed 
for  
 
end-service users residing in the former Ibhayi, 
Motherwell,  
 
KwaMagxaki/ KwaDwesi, Northern areas and the so-called  
 
previously White municipal areas, and the second one for 
the  
 
senior public officials and councillors of the City of 
Port  
 
Elizabeth. 
 
5.4.1 Independent variables  
 
 
Independent variables are variables which take place first  
 
and are used to explain the variation in the 
characteristic  
 
or event of interest. Independent variables are the  
 
conditions or characteristics that the researcher 
manipulates  
 
in his / her attempt to ascertain their relationship to  
 
observe the phenomena in question (Landman, 1988:98).  
 
Scholars of the social sciences categorise independent  
 
variables as explanatory variables, as these variables 
deal  
 
with the biographical characteristics of the respondents, 
for  
 
example the age group, gender and mother tongue. 
 
 
5.4.2 Dependent variables 
 
 
Dependent variables are called response variables, meaning  
 
they are the responses of the respondents (people 
answering  
 
questions) to the questions. Dependent variables are  
 
variables to which subjects will be asked to respond; 
their  
 
effect depends upon the presence, absence, or quality of 
the  
 
independent variables. Dependent variables, according to  
 
Landman (1988:98), are those variables that may have some  
 
presumed effect, or that which takes place second 
(Ferreira,  
 
1995:297). 
 
 
For the purposes of this study, dependent variables were  
 
determined as the attitudinal responses to aspects such as  
 
excellent service delivery; efficient, effective and  
 
economical service delivery policies; citizen  
 
participation; payment of service charges that were  
 
included in the questionnaire in the form of fifteen  
 
statements (for management) and forty statements (for Port  
 
Elizabeth inhabitants). In terms of this description, the  
 
questionnaire was divided into two main sections, viz:  
 
 
1.Section A, (independent or explanatory variables)  
 
requesting biographical particulars, containing 
information  
 
on present age group, mother tongue and gender. 
 
 
2. Section B, (dependent or response variables), related 
to  
 
attitudes to efficiency, effectiveness and economical 
service  
 
delivery, provision and attainment of service excellence,  
 
decentralisation of service delivery infrastructure, as 
well  
 
as training of service delivery functionaries. 
 
 
The five-point Likert response scale, as described by  
 
Zimbardo-Ebbeson (1969:125), as a measuring instrument, 
was 
 
decided upon and was employed in consultation with the  
 
statistician. According to this method, a person’s 
attitude  
 
score is the sum of his / her individual ratings. The 
opinion  
 
per statement to be tested is rated on a five-point Likert  
 
scale and was adapted for the dependent variable 
statements  
 
as follows: 
 
1=Very satisfied 
 
2=Satisfied 
 
3=Undecided 
 
4=Dissatisfied 
 
5=Very dissatisfied 
 
 
The target population was determined from the residents of  
 
the PEM area residing in the former Ibhayi, Motherwell,  
 
KwaMagxaki / KwaDwesi, Northern Areas and former PEM 
areas,  
 
or the so-called traditionally White areas. The second 
target  
 
group was sought from directors, deputy directors, heads 
of  
 
departments, supervisors, as well as councillors. 
 
 
 
In consultation with the statistician, it was decided to  
 
predetermine an expected response rate of 30% from the 
Port  
 
Elizabeth local inhabitants, that is, 150 of the +_ one 
and  
 
half million Port Elizabethans, and 30% of the PETLCs  
 
management (i.e. directors, deputy directors, heads of  
 
departments, supervisors and councillors), would be 
requested  
 
to respond to the questionnaire. The response rate from 
the  
 
Port Elizabeth community was 100 percent, that is, all  
 
questionnaires were answered.  
 
 
 
The residents from the former Ibhayi municipality were 
given  
 
30 questionnaires, 30 questionnaires to KwaMagxaki / 
KwaDwesi  
 
municipal areas, 30 questionnaires to the former Coloured 
and  
 
Indian areas, and 30 questionnaires to the residents of 
the  
 
former PEM or the former White areas. The PEM 
questionnaires  
 
were 100 handed to the sample of one hundred personnel  
 
comprising of chief directors, directors, heads of  
 
department, senior managers, as well as councillors, 42  
 
were returned by the respondents. 
 
 
A serious degree of negativity towards the research 
project  
 
was encountered in certain areas of the city, particularly 
in  
 
the so-called traditionally White areas. And also in 
certain  
 
departments within the municipality concerned. Most of the  
 
management echelon refused to fill in the questionnaire  
 
remarking that they do not have problems with the 
services.  
 
The researcher decided to employ a self-administered  
 
questionnaire with the help of field workers and reliable  
 
contacts working in the municipality for the completion of  
 
the questionnaire, as the possibility of a low response 
rate  
 
was seen as a reality if the questionnaires had been  
 
administered in any other manner.  
 
 
The problems encountered with the residents was that White  
 
residents could not trust the researcher and some of them  
 
chased the researcher away with dogs and insulted him as 
if  
 
we are still living in the ‘old’ South Africa. In the 
former  
 
African areas, some of residents refused to fill in the  
 
questionnaire stating that the municipality took their 
goods  
 
by force claiming that the residents tampered with the  
 
electricity. The situation mentioned above was not 
applicable  
 
to all households, as there were individuals who went out 
of  
 
their way to complete the questionnaire without querying  
 
 
matters and assisted the researcher in getting other  
 
households that could be requested to complete the  
 
questionnaire. Despite difficulties experienced, the self- 
 
administered method decided on, proved to be the best 
method.  
 
It yielded an acceptable response rate, as well as an  
 
accurate and effective one to gather the required data. 
 
 
 
The Port Elizabeth Technikon statistician, Mr Bosma,  
 
used a computer programme “Statistica” to process the  
 
collected data and to generate the various statistical  
 
results. The relative values pertaining to the set  
 
statements that emerged from the survey were transferred 
in  
 
codified form to the computer data-base. 
 
 
 
5.5 Statistics  
 
 
O’Sullivan & Rassel (1995:365), write that the researcher  
 
should report the statistics and their value, the degree 
of  
 
freedom and their associated probability. The statistics  
 
permit readers trained in statistics to determine whether 
the  
 
researcher applied the appropriate statistical test. 
Landman  
 
(1988:59), describes statistics as a type of research that 
is  
 
primarily concerned with the nature and the degree of  
 
existing situations or conditions. The aim is to describe,  
 
rather than to judge or interpret (Ferreira, 1995:302). 
 
 
 
 
5.5.1 The mean 
 
 
The mean is calculated by adding the scores of values of a  
 
distribution and dividing by the total number of scores. 
It  
 
is the most commonly utilised measure of central tendency  
 
and is what is most frequently referred to when the word  
 
average is utilised (Taylor, 1998:187). 
 
 
 
5.5.2 The median 
 
 
Leedy (1988:34), writes that the term “median refers to 
the  
 
precise centre of the numerical array of given values.”  
 
This means that half of the responses were at or below the  
 
figure given (Ferreira, 1995:303). 
 
 
 
5.5.3 Frequency distribution and the Pearson chi-square 
test 
 
 
Frequency distribution depicts that the frequency is not  
 
determined by particular scores, but by a number of scores  
 
regarded as a unit. It is a distribution that indicates 
how  
 
many times a particular score appears (Landman, 1988:63).  
 
The Pearson chi-square test, according to Ferreira  
 
(1995:303), is a test that measures the frequency  
 
distribution of the responses from the viewpoint of a  
 
zero-hypothesis indicating differences in responses 
between  
 
certain groups as significant. 
 
 
 
 
5.5.4 Skewness factor  
 
 
Landman (1988:93), states that skewness shows the overall  
 
propensity of the respondents after all possible 
responses,  
 
and their frequencies, have been calculated by the  
 
frequency distribution method. In addition, skewness 
refers  
 
to an overall distribution that is perfectly symmetrical,  
 
(normal) about its mean. A skewness of 0 indicates an  
 
overall average neutral response.  
 
 
When the distribution of scores are non-symmetrical or  
 
skewed, then conclusions based on parametric statistical  
 
tests, are less valid. The greater the skewness of the  
 
distribution, the greater the invalidity of parametric 
tests  
 
done on them (Taylor, 1998:188). 
 
 
 
5.5.5 Analysis by explanatory variables 
 
 
This method enables the researcher to arrive at 
conclusions  
 
based on a comparative analysis by multi-dimensional  
 
cross-tabulation of the available data. Dimensional cross- 
 
tabulation refers to the statistical cross-tabulation of  
 
two or more explanatory variables that are analysed in  
 
terms of their respective variable responses to given  
 
statements [Bosma (in Ferreira, 1995:304)]. In this  
 
research, responses to selected statements were tested and  
 
compared against given independent variables.  
 
 
5.6 Interpretation of the research findings 
 
 
The objective with the empirical survey was to test the  
 
attitudinal responses to aspects such as efficiency,  
 
effectiveness, economical service delivery policies and  
 
payment for services in order to attain excellence in 
service  
 
delivery in the PEM. Attitudes of both the management of 
the  
 
municipality and local inhabitants of Port Elizabeth were  
 
tested. Subjective attitudes, according to Zimbardo-
Ebbesson  
 
(1969:123), can be measured by using quantitative 
techniques,  
 
so that each individual’s opinion can be represented by 
some  
 
numerical score.                          
 
 
 
The five-point Likert scale, employed as measuring 
technique  
 
in this research, would presuppose that a particular test  
 
item has the same meaning for all respondents, and thus a  
 
given response will be scored identically for everyone  
 
making it (Ferreira, 1995:305). The measurement level  
 
of a Likert-type index is ordinal. The items do not  
 
essentially measure the quantity of a characteristic, but 
the  
 
items can be used to rank the cases. Zimbardo-Ebbeson  
 
(1969:123), writes that “…no measurement technique has as 
yet  
 
been developed which does not include them…”. The 
frequency  
 
distribution and the analysis by explanatory variables of 
the  
 
empirical research will be examined below. 
 
 
 
 
5.7 Frequency distribution and skewness factor 
 
 
Frequency distribution tables incorporating a skewness  
 
factor with pie charts will be provided below. Frequency  
 
distribution, in this regard, implies that the frequency  
 
is not determined by particular scores, but by a number of  
 
scores regarded as a unit. Responses to the statements  
 
relative to the aforementioned analytical concepts will be  
 
tabulated in table 4. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.7.1 PORT ELIZABETH COMMUNITY 
QUESTIONNAIRES 
 
TABLE 4: Frequency distribution and skewness of community  
 
response rate in accordance with the following scale:- 
 
Very Satisfied A 
Satisfied B 
Uncertain C 
Dissatisfied D 
Very dissatisfied E 
 
 
Statement 1 
 
 
What is your age? 
 
Most of respondents who responded to the questionnaire are  
 
between the ages of 45-54.  
 
Value  Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
10 
34 
38 
50 
18 
5 
21 
23 
42 
9 
0.56 
Total  150   
 
 
 
Statement 1
5%
21%
23%
42%
9% 1.18-24
2.25-34
3.35-44
4.45-55
5.55&over
  
 
 
 
 
 
Statement 2 
 
 
What is your gender? 
 
 
Most of the respondents who responded to the questionnaire  
 
are males. This response shows that many males are 
interested  
 
or participate in municipal affairs.  
 
 
 
Value  Number of respondents Percent Skewness 
1 
2 
69 
81 
38 
62 
0.60 
Total  150   
 
 
 
 
 
 
 
 
Statement 2
38%
62%
1.Female
2.Male
  
 
 
 
 
 
 
 
 
 
 
Statement 3 
 
 
 
What is your home language? 
 
 
Most of the respondents’ mother tongue is Xhosa, because   
 
Xhosa-speaking people are in the majority in the Port  
 
Elizabeth area. 
 
 
 
Value  Number of respondents Percent Skewness 
1 
2 
3 
4 
32 
50 
68 
0 
20 
34 
46 
0 
0.52 
Total 150   
 
 
 
 
 
Statement 3
20%
34%
46%
0%
1.Afrikaans
2.English
3.Xhosa
4.Other
  
 
 
 
 
 
 
 
 
 
 
 
 
Statement 4 
 
 
How satisfied are you with the speed at which water 
services  
 
have been delivered to you by your municipality from 1994- 
 
1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Most of the communities had no  
 
access to water services prior to 1994, and the new  
 
government is trying to deliver the services to benefit 
every  
 
local inhabitant. 
 
 
 
Value  Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
35 
65 
20 
23 
6 
23 
44 
13 
16 
4 
0.68 
Total 150   
 
 
 
 
 
Statement 4
23%
44%
13%
16% 4%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
 
 
 
 
Statement 5 
 
 
How satisfied are you with the tariff charged for water by  
 
your municipality? 
 
 
The response to this question shows that 34% of the  
 
respondents are dissatisfied. The majority of the 
respondents  
 
feel that the tariff charged for water services is too 
high  
 
as most of the people are unemployed. 
 
 
 
Value Number of respondents Percent Skewnes 
1 
2 
3 
4 
5 
65 
35 
20 
23 
6 
28 
25 
12 
34 
1 
-0.12 
Total 150   
 
 
 
Statement 5
28%
25%12%
34%
1% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
 
 
 
 
 
 
 
Statement 6 
 
 
To what extent are you satisfied with the decentralisation  
 
of water infrastructure (e.g. offices) in the PEM area so  
 
as to ensure a quicker response in terms of tariff 
payments  
 
and for any water service(s) that may be required by you? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The majority of the respondents  
 
indicated that they seldom encountered water service 
problems  
 
and if there are any, the municipality normally responds  
 
efficiently. Only the respondents in Motherwell N.U. 5  
 
complained about the bad taste of their water.   
 
 
 
Value  Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
10 
50 
37 
29 
23 
7 
34 
25 
19 
15 
0.25 
Total 150   
 
 
 
Statement 6
7%
34%
25%
19%
15% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 Statement 7 
 
 
How satisfied are you with the extent to which the Port  
 
Elizabeth Municipality creates opportunities for you as  
 
community member to participate in water service delivery  
 
processes (e.g. policy formulation and implementation of  
 
water projects)? 
 
 
The response to this shows that most of the respondents 
are   
 
uncertain as to whether participation in water service  
 
processes will make an impact on their lives or not. 23  
 
percent of the respondents are very dissatisfied. The 
reason  
 
is that respondents feel that the municipality is 
distancing  
 
itself from them and they feel strongly that they should 
take  
 
part in water service processes and projects.  
 
 
Value  Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
6 
28 
47 
33 
35 
4 
19 
32 
22 
23 
-0.12 
Total  150   
 
Statement 7
4% 19%
32%22%
23%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
Statement 8 
 
 
How successful is water provision in your municipality 
from  
 
1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied because some of them previously 
had  
 
no access to water services, that is, there were no water  
 
taps installed in their yards. People also feel that taps  
 
must be installed inside their houses, whether they stay 
in  
 
RDP houses or shacks. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
22 
74 
16 
21 
16 
14 
50 
11 
14 
11 
0.73 
Total 150   
 
 
 
 
Statement 8
14%
50%
11%
14%
11% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
 
 
Section B 
 
 
Statement 9  
 
How satisfied are you with the speed at which electricity  
 
service has been provided to you from 1994-1999? 
 
The response to this question shows that most of the  
 
respondents are satisfied. The democratic local government  
 
installed electricity for more than half a million local  
 
inhabitants from 1994-1999 (Eastern Cape Review, March, 
1998,  
 
Vol.9:14). The card electricity service method is favoured  
 
and utilised by most people, irrespective of colour, as it 
is  
 
user-friendly and more affordable than the metered  
 
electricity method because people can keep better control 
of  
 
their electricity usage. 
 
 
Value Number of respondents Percent Skewness 
1 30 20 0.88 
2 
3 
4 
5 
75 
9 
18 
17 
50 
7 
12 
11 
Total  150   
 
 
Statement 9
20%
50%
7%
12%
11% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
Statement 10 
 
 
How satisfied are you with the tariff at which electricity 
is  
 
charged in your municipality? 
 
 
The response to this question shows that most of the  
 
respondents are dissatisfied. The reason for people 
changing  
 
to the card electricity service method is because they 
were  
 
dissatisfied with the metered system. Respondents 
complained  
 
about the high tariff they pay for electricity as well as  
 
when they have to purchase the new card electricity box 
which  
 
costs R200.00. 
 
 
 
Value Number of respondents Percent Skewness 
1 7 5 -0.49 
2 
3 
4 
5 
36 
12 
48 
47 
24 
8 
32 
31 
Total 150   
 
 
 
 
 
Statement 10
5%
24%
8%
32%
31%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
Statement 11 
 
To what extent are you satisfied with the decentralisation  
 
of electricity infrastructure (e.g. branch offices) in the  
 
PEM area so as to ensure a quicker response in terms of  
 
tariff payments and for any electricity service(s) that 
you  
 
may require? 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents feel that it is 
easy   
 
or efficient to purchase a pre-paid card. Normally shops 
like  
 
Kwik Spar, and other supermarkets have electricity coupons  
 
available. Although people generally prefer to go to (or  
 
phone) the City Treasurer if they encounter electricity  
 
problems as they sometimes do not receive satisfactory  
 
solutions from the service outlets.  
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
12 
41 
32 
37 
28 
 
8 
28 
21 
25 
18 
-0.01 
Total 150   
 
Statement 11
8%
28%
21%
25%
18% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 Statement 12 
 
How satisfied are you with the extent to which the Port  
 
Elizabeth Municipality creates opportunities for you as  
 
community member to participate in electricity service   
 
delivery processes (e.g. policy formulation and  
 
implementation of electricity projects)? 
 
The response to this question shows that most of the  
 
respondents are dissatisfied, while 28 percent of the  
 
respondents are uncertain. People oppose the way in which   
 
the municipality confiscates their goods because dwellers  
 
tamper with the meters, and respondents mentioned that 
they  
 
were never informed about this decision and would 
appreciate  
 
it if the municipality could create a service relationship  
 
with them, as is supposed to happen in a constitutional 
state  
 
with a Bill of Rights. 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
7 
20 
42 
43 
37 
5 
13 
28 
29 
25 
-0.38 
Total  150   
Statement 12
5% 13%
28%
29%
25%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
Statement 13 
 
 
How successful is electricity provision in your  
 
municipality from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Almost every house and shack in  
 
the previously marginalised areas in the PEM is 
electrified.  
 
The streets in the townships and northern areas were  
 
electrified after 1994. People have a choice, either to 
use  
 
the card method or the metered method. The card method is 
the  
 
most favoured method used by local dwellers. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
25 
72 
20 
16 
16 
17 
48 
13 
11 
11 
0.83 
Total 150   
 
 
Statement 13
17%
48%
13%
11%
11% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
 
Section C 
  
Statement 14  
 
 
How satisfied are you with the speed at which the sewerage  
 
service has been provided to you from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents mentioned that they  
 
seldom encountered problems with regard to sewerage 
services,  
 
except with sewerage leakage which  seldom occurs. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
30 
75 
21 
16 
7 
20 
50 
14 
11 
5 
0.92 
Total  150   
 
 
 
 
 
Statement 14
20%
50%
14%
11% 5%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
 
 
 
 
Statement 15 
 
 
How satisfied are you with the tariff at which sewerage is  
 
charged in your municipality? 
 
The response to this question shows that 32 percent of the  
 
respondents are satisfied, while 31 percent are 
dissatisfied  
 
and 20 percent very dissatisfied. The latter 51 percent of  
 
the respondents complained that even though they are not 
at  
 
their homes, perhaps for a month or more, tariff charges  
 
would be increased or ‘automatically’ levied. People  
 
complained that the municipality did not read the meters, 
but  
 
supplied estimated readings and consequently they paid 
higher  
 
service charges than the ‘average.’ It was difficult for 
them  
 
to compile their monthly budgets under these 
circumstances. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
6 
48 
20 
46 
30 
4 
32 
13 
31 
20 
-0.05 
Total 150   
 
 
Statement 15
4%
32%
13%31%
20%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
Statement 16 
 
 
To what extent are you satisfied with the decentralisation  
 
of sewerage infrastructure (e.g. branch offices) in the 
PEM  
 
area so as to ensure a quicker response in terms of tariff  
 
payments and for any service(s) that you may require? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied with the quick and accurate  
 
response received from the department of sewerage and  
 
reticulation when they encountered sewerage service  
 
problems.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
12 
50 
38 
30 
20 
8 
34 
25 
20 
13 
0.25 
Total 150   
 
 
 
 
Statement 16
8%
34%
25%
20%
13% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
 
 
Statement 17 
 
 
How satisfied are you with the extent to which the Port  
 
Elizabeth Municipality creates opportunities for you as  
 
community member to participate in sewerage service  
 
delivery (e.g. policy formulation and implementation of  
 
sewerage projects)? 
 
The response to this question shows that most of the  
 
respondents are uncertain as to whether the municipality 
does  
 
create opportunities for them to participate in sewerage  
 
services or not. They think that participation in sewerage  
 
services requires people with skills on how sewerage 
services  
 
must be provided, so their participation might not be 
worth  
 
any value to the municipality. Some community members are 
not  
 
informed about their right to attend council meetings.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
7 
30 
50 
41 
22 
5 
20 
33 
28 
14 
-0.07 
Total 150   
 
Statement 17
5%
20%
33%
28%
14% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
Statement 18 
 
 
How successful is sewerage provision in your municipality  
 
from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Most of the respondents 
perceive  
 
sewerage provision as a success because those who had no  
 
access to the service prior to 1994, are currently 
provided  
 
with it, and there are public toilets built in public 
places  
 
in the townships for public use. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
23 
75 
27 
13 
12 
15 
50 
18 
9 
8 
0.93 
Total  150   
 
 
 
Statement 18
15%
50%
18%
9% 8%
1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
 
 
 
 
 
 
Section D 
 
 
Statement 19  
 
 
 
How satisfied are you with the speed at which refuse  
 
collection has been provided to you from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents are also content 
with  
 
the efficiency with which the municipality stops people 
from  
 
dumping refuse in public places, e.g. on the street 
corners.  
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
32 
70 
8 
22 
18 
21 
47 
5 
15 
12 
0.75 
Total 150   
 
 
 
 
 
 
Statement 19
21%
47%
5%
15%
12% 1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
 
Statement 17 
 
 
How satisfied are you with the extent to which the Port  
 
Elizabeth Municipality creates opportunities for you as  
 
community member to participate in sewerage service  
 
delivery (e.g. policy formulation and implementation of  
 
sewerage projects)? 
 
The response to this question shows that most of the  
 
respondents are uncertain as to whether the municipality 
does  
 
create opportunities for them to participate in sewerage  
 
services or not. They think that participation in sewerage  
 
services requires people with skills on how sewerage 
services  
 
must be provided, so their participation might not be 
worth  
 
any value to the municipality. Some community members are 
not  
 
informed about their right to attend council meetings.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
7 
30 
50 
41 
22 
5 
20 
33 
28 
14 
-0.07 
Total 150   
 
Statement 17
5%
20%
33%
28%
14% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
Statement 18 
 
 
How successful is sewerage provision in your municipality  
 
from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Most of the respondents 
perceive  
 
sewerage provision as a success because those who had no  
 
access to the service prior to 1994, are currently 
provided  
 
with it, and there are public toilets built in public 
places  
 
in the townships for public use. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
23 
75 
27 
13 
12 
15 
50 
18 
9 
8 
0.93 
Total  150   
 
 
 
Statement 18
15%
50%
18%
9% 8%
1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
 
 
 
 
 
 
Section D 
 
 
Statement 19  
 
 
 
How satisfied are you with the speed at which refuse  
 
collection has been provided to you from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents are also content 
with  
 
the efficiency with which the municipality stops people 
from  
 
dumping refuse in public places, e.g. on the street 
corners.  
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
32 
70 
8 
21 
47 
5 
0.75 
4 
5 
22 
18 
15 
12 
Total 150   
 
 
 
 
 
 
Statement 19
21%
47%
5%
15%
12% 1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
Statement 20 
 
 
 
How satisfied are you with the tariff charged by your  
 
municipality for refuse collection? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied with the cost of refuse 
collection.  
 
 
 
 
 
 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
10 
53 
28 
30 
7 
35 
19 
20 
0.19 
5 29 19 
Total 150   
 
 
 
 
 
Statement 20
7%
35%
19%
20%
19%
1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
 
 
 
 
 
 
 
 
 
 
Statement 21 
 
 
To what extent are you satisfied with the decentralisation  
 
of refuse collection infrastructure (e.g. branch offices) in  
 
the PEM area so as to ensure a quicker response in terms of  
 
tariff payments and for any refuse collection service(s)  
 
that you may require? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality provides this  
 
service through public-public-partnerships. The service 
was  
 
procured by allowing the communities to participate, hence  
 
service provision is relatively efficient.  
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
12 
52 
32 
32 
22 
8 
35 
21 
21 
15 
0.24 
Total 150   
 
 
 
 
Statement 21
8%
35%
21%
21%
15%
1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
Statement 22 
 
 
How satisfied are you with the extent to which the Port  
 
Elizabeth Municipality creates opportunities for you as  
 
community member to participate in the refuse collection  
 
service delivery process (e.g. policy formulation and  
 
implementation of refuse collection projects)? 
 
 
The response to this question shows that 32 percent of the  
 
respondents are uncertain, while 28 percent of the  
 
respondents are dissatisfied that the municipality is  
 
incapable of creating opportunities for enhancing public  
 
participation in the refuse collection process. This 
matter  
 
needs the serious attention of the authorities. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
6 
34 
48 
42 
20 
4 
23 
32 
28 
13 
-0.04 
Total 150   
 
 
Statement 22
4%
23%
32%
28%
13% 1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
Statement 23 
 
 
 
How successful is refuse collection in your municipality  
 
from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents perceive the refuse  
 
collection service delivery as a success because refuse is  
 
not dumped in public places and is collected regularly. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
19 
72 
15 
27 
17 
13 
48 
10 
18 
11 
0.60 
Total 150   
 
 
 
 
Statement 23
13%
48%10%
18%
11% 1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
 
 
 
 
 
 
Section E 
 
 
Statement 24  
 
 
How satisfied are you with the overall speed of service  
 
delivery in your municipality from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. This is evidenced by the fact 
that  
 
most people have access to water, refuse collection, 
sewerage  
 
reticulation and electricity services. The efficiency and 
the  
 
extent to which these services are provided is ostensibly  
 
impeccable. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
15 
63 
22 
31 
19 
9 
42 
15 
21 
13 
0.38 
Total 150   
 
 
 
 
Statement 24
9%
42%
15%
21%
13% 1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 Statement 25 
 
 
To what extent are you satisfied with the correctness of  
 
the monthly statements sent to you by PEM from 1994 –1999? 
 
 
The response to this question shows that most of the  
 
respondents are very dissatisfied. Respondents claim that 
it  
 
is unlikely for the service charges to increase, whilst  
 
there are no people in the house for one to two months. 
Some  
 
people commented that they never observed anyone from the  
 
municipality reading their meters. The municipality should  
 
stop estimating the charges as this could create hostility  
 
between the people and the local authorities. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
4 
36 
14 
37 
59 
2 
24 
9 
25 
40 
-0.51 
Total 150   
 
 
 
 
Statement 25
2% 24%
9%
25%
40%
1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
Statement 26 
 
 
Are you satisfied with the service complaints-handling  
 
division when you complain to your municipality? 
 
 
The response to this question shows that most of the  
 
respondents are dissatisfied. Respondents regard some  
 
of the municipal staff as not being knowledgeable about 
the  
 
service processes and systems as they hardly obtain 
answers  
 
or solutions to their service problems. Respondents 
mentioned  
 
that the staff took some time to answer phone calls and, 
if  
 
answered, a community member will be referred to various  
 
personnel, and if the inhabitant requests the officer to  
 
phone him / her back, the call would not be returned. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
22 
28 
50 
48 
1 
14 
19 
34 
32 
-0.56 
Total 150   
 
 
Statement 26
1% 14%
19%
34%
32%
1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
 
 
 
Statement 27 
 
 
Give the overall level of satisfaction you received from  
 
water, electricity, sewerage reticulation and refuse  
 
collection services from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Although there are certain 
areas  
 
which the municipality should consider resolving, e.g. 
high  
 
tariffs charged, poor service complaints responses and  
 
unsatisfactory public participation, people are generally  
 
satisfied with the way in which water, electricity, 
sewerage  
 
reticulation and refuse services have been provided since  
 
1994. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
7 
64 
19 
39 
21 
5 
42 
13 
26 
14 
0.28 
Total 150   
 
 
Statement 27
5%
42%
13%
26%
14% 1.very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 
 
 
Statement 28 
 
 
Are you satisfied with the extent to which you stand in  
 
long queues waiting to be served, while there are other  
 
teller workstations and information workstations closed  
 
when you are at the City Treasury Department (or one of 
its  
 
divisions)? 
 
 
The response to this question shows that most of the  
 
respondents are very dissatisfied. Respondents feel that  
 
during lunch and peak days (e.g. at the end of the month)  
 
teller and inquiry workstations should be fully manned.  
 
Generally, clients do not appreciate standing in long 
queues  
 
and viewed this as bad client service provision.  
 
 
Value Number of respondents Percent  Skewness 
1 
2 
3 
4 
5 
6 
9 
18 
42 
75 
3 
6 
12 
29 
50 
-0.30 
Total 150   
 
 
 
Statement 28
3% 6%
12%
29%
50%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
 Statement 29 
 
To what extent are you satisfied with the staff’s  
 
helpfulness/ assistance when you ask them to help you  
 
regarding your accounts as well as the overall service  
 
delivery processes?  
 
The response to this question shows that most of the  
 
respondents are dissatisfied. Respondents feel that they 
are  
 
not given satisfactory answers as far as their accounts 
are  
 
concerned and perceive that on most occasions a staff 
member  
 
does not seem to be knowledgeable about his / her job, or 
is  
 
not trained properly to provide superlative service(s) to  
 
the customers. They feel that estimates of their accounts  
 
should be regarded as fraudulent as it forces them pay 
more  
 
than they actually owe.   
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
36 
18 
52 
42 
1 
24 
12 
35 
28 
-0.41 
Total 150   
 
 
Statement 29
1% 24%
12%
35%
28%
1.Very satisfied
2.Satisfied
3.Uncertain
4.Dissatisfied
5.Very dissatisfied
  
Statement 30 
 
 
General remarks or comments on efficiency, effectiveness 
and  
 
economy of service delivery in the Port Elizabeth  
 
Municipality, are as follows:  
 
 
The comments mentioned below were received from those  
 
respondents who were very dissatisfied or dissatisfied 
about  
 
service delivery. These dissatisfied respondents requested    
 
that their comments be written down as part of this 
research  
 
so that the readers know what makes them dissatisfied,  
 
and solutions be sought. The reader should not perceive 
the  
 
research as contradictory, but should ascertain why  
 
respondents are not satisfied with service delivery. 
 
 
Most of the respondents commented on the efficiency and  
 
effectiveness of the municipality in terms of the need for  
 
conducting research into electricity, sewerage, refuse and  
 
water services. There is little improvement taking place,  
 
particularly in the former disadvantaged areas in that the  
 
municipality began to install metered water systems in  
 
those areas where there was ‘no metered method’ so as to  
 
ensure that most of the local inhabitants pay for the  
 
services they consume daily. In some of the squatter camp  
 
areas the municipality still uses the ‘not metered method,’  
 
and in some areas inhabitants still walk kilometers to fetch  
 
water at public taps. 
 
 
Respondents commented about the over-estimation of meter  
 
readings that leads to overcharging. The following  
 
article reveals how badly the municipality manages and  
 
administers service delivery processes (Eastern Cape Herald,  
 
20/04/1999: 4). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Local inhabitants request the municipality to stop over- 
 
estimating their meter readings and request accurate bills.  
 
Citizens regard over-estimation as exploitation of the  
 
service consumers by the municipality, and want the PEM to  
 
treat this matter seriously. 
 
 
In certain community areas the respondents commented about  
 
the inefficiency of the refuse collection process in that  
 
sometimes the municipality did not come regularly, or was  
 
supposed to collect the refuse regularly, but did not do so.  
 
In other residential areas, people lived in untidy areas  
 
strewn with litter. The residents in these affected areas  
 
are concerned that this inefficiency might affect their  
 
health and that the municipality must apply effective  
 
remedies as soon as possible. The respondents feel that the  
 
municipality should continue providing them with the  
 
necessary refuse collection bags as some of them cannot  
 
afford to purchase these bags due to the fact that some of  
 
them are unemployed. 
 
 
Respondents feel that the card method currently used to  
 
render electricity is the most economical way of electricity  
 
provision as it is affordable and user-friendly. 
 
Most of the respondents are satisfied with the success of  
 
the provision of electricity, water, sewerage and refuse  
 
collection since the new democratic local government  
 
dispensation was ushered in in 1995. The respondents  
 
appealed to all municipal service consumers to pay for their  
 
services as municipal services should not be regarded as  
 
handouts, and if they cannot afford to pay for services,  
 
they must apply for assistance. They are assured of being  
 
assisted as the Indigent Policy caters for them. They feel  
 
that their municipality will continue to seek better service  
 
delivery strategies so as to provide these services  
 
equitably, efficiently, effectively and economically for the  
 
betterment as well as the promotion and sustainability of  
 
the general welfare of all Port Elizabethans. The PEM  
 
emphasised that the attainment of excellence in service  
 
delivery in the 21st century is an ideal that the  
 
municipality as developmental local authority would strive  
 
to achieve. 
 
5.7.2 PORT ELIZABETH MUNICIPALITY QUESTIONNAIRES 
 
 
The frequency distribution of the Port Elizabeth  
 
Municipality questionnaire to officials and councillors is  
 
rated in accordance with the following scale:- 
 
 
Very dissatisfied A 
Dissatisfied B 
Uncertain C 
Satisfied D 
Very satisfied E 
 
 
Statement 1 
 
What is your age? 
 
The response to this question shows that most of the  
 
respondents were between the 55-64 age bracket. 
 
Value 
 
Number of Respondents Percent  Skewness 
1 
2 
3 
4 
5 
0 
10 
12 
13 
7 
0 
24 
29 
30 
17 
0.60 
Total 42 100%  
 
 
 
 
Statement 1
0% 24%
29%
30%
17%
1-18-24
2-35-44
3-45-54
4-55-64
5-64 and over
  
Statement 2 
 
 
What is your gender? 
 
 
 
The response to this question shows that most of the  
 
respondents are males who make up the municipality’s 
senior  
 
staff, and councillors are also mostly male. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
10 
32 
24 
76 
-1.27 
Total 42   
 
 
 
 
 
 
Statement 2
24
76
1.Female
2.Male
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Statement 3 
 
 
What is your home language? 
 
 
The response to this question shows that most of the  
 
respondents are Xhosa-speaking (50 percent), English-  
 
speaking (31 percent), and Afrikaans-speaking (19  
 
percent). 
 
 
Value 
 
Number of Respondents Percent  Skewness 
1 
2 
3 
8 
13 
21 
19 
31 
50 
 
-0.61 
Total 42   
 
 
 
 
 
Statement 3
19%
31%
50%
1.Afrikaans
2.English
3.Xhosa
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Statement 4 
 
 
 
How satisfied are you with the tariff at which electricity  
 
is being charged in your municipality? 
 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Municipal personnel feel that 
the  
 
price charged by the PEM is on a par with the prices other  
 
municipalities in the country charge.  
 
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
3 
6 
2 
26 
5 
7 
14 
5 
62 
12 
-1.09 
Total  42   
 
 
 
 
Statement 4
7% 14%
5%
62%
12% 1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
 
Statement 5 
 
 
Does the present organisational structure (i.e. department  
 
of electricity) enable public officials to carry out their  
 
duties in time? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents feel that the  
 
department consists of competent and experienced 
personnel. 
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
3 
10 
3 
21 
5 
7 
24 
7 
50 
12 
-0.56 
Total  42   
 
 
 
Statement 5
7%
24%
7%50%
12% 1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
 
 
 
 
 
 
Statement 6 
 
 
Is the current policy of electricity provision in the Port  
 
Elizabeth Municipality adequate to ensure efficient,  
 
effective and economical service delivery? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The respondents feel that the  
 
municipality should continue to improve the policies where  
 
possible, especially if the municipality wishes to attain  
 
excellence in service delivery. 
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
4 
8 
22 
7 
2 
10 
19 
52 
17 
-0.84 
Total 42   
 
 
 
 
 
Statement 6
2% 10%
19%
52%
17%
1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
Statement 7 
 
 
Is the impact of the current training policy on your staff  
 
adequate to ensure knowledgeable staff who can work under  
 
changing environment(s) and simultaneously meet the  
 
changing needs of the local inhabitants? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The training policy should be  
 
continuously updated so as to equip both old (pre-1994) 
and  
 
new (post-1994) employees with knowledge and skills to 
ensure  
 
that all employees provide exemplary service to the 
benefit  
 
of all inhabitants.  
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
6 
15 
18 
2 
 
2 
14 
36 
43 
5 
-0.49 
Total 42   
 
 
Statement 7
2%
14%
36%
43%
5% 1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
Statement 8 
 
 
Are you satisfied with the extent to which the department  
 
conducts research on service payments, community  
 
participation and community satisfaction so as to attain  
 
excellence in service delivery? 
 
 
The response to this question shows that most of the  
 
respondents were dissatisfied. The respondents believed 
that  
 
the municipality is in the process of conducting research  
 
into service payments, as well as developing strategies in  
 
order to enhance effective community participation in   
 
municipal affairs, but progress was slow. 
 
   
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
5 
13 
9 
12 
3 
12 
31 
21 
29 
7 
0.05 
Total 42   
 
 
 
Statement 8
12%
31%
21%
29%
7% 1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
Statement 9 
 
 
To what extent are you satisfied with the decentralisation  
 
of electricity infrastructure (e.g. branch offices) in the  
 
PEM area so as to ensure a quicker response in terms of  
 
tariff payments and for any service(s) that may be 
required  
 
by the community? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality is currently  
 
building service outlets in order to service communities 
in  
 
their areas and some of these offices are providing 
services  
 
already, although some of the communities still prefer to  
 
come to the main City Treasurer department. 
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
2 
9 
22 
7 
5 
5 
21 
52 
17 
-1.06 
Total 42   
 
 
Statement 9
5% 5%
21%
52%
17% 1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
Statement 10 
 
 
 
How satisfied are you with the speed at which electricity  
 
has been delivered in your municipality? 
 
 
 
The response to this question shows that the majority of 
the  
 
respondents were satisfied. Only 2 percent of the 
respondents  
 
are dissatisfied. 
 
 
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
1 
3 
22 
16 
0 
2 
7 
53 
38 
-0.86 
Total 42   
 
 
 
 
 
Statement 10
2%
7%
53%
38%
0%
1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
 
 
 
 
Statement 11 
 
 
How successful is your electricity provision in your  
 
municipality from 1994-1999?   
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality installed  
 
electricity in more than 450 000 houses between 1994 and  
 
1999. Consumers are still changing the old metered method 
to  
 
the card method; so, ostensibly, the municipality is  
 
providing the service successfully. 
 
 
Value Number of Respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
1 
3 
22 
16 
 
0 
2 
7 
52 
38 
-0.91 
Total 42   
 
 
 
 
 
Statement 11
0%
2%
7%
53%
38%
1.Very dissatisfied
2.Dissatisfied
3.Uncertain
4.Satisfied
5.Very Satisfied
 
 
 
 
Statement 12 
 
 
 
Which approach does your municipality use to render  
 
electricity to its community? 
 
 
The response to this question shows that most of the  
 
respondents are in favour of the electricity being 
delivered  
 
by the municipality alone (as sole provider). 
 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
39 
3 
0 
93 
7 
0 
3.45 
Total 42   
 
 
 
 
 
 
Statement 12
93%
7% 0% 1.Municipalityalone
2.Municipality&
private co.
3.Private co.
 
 
 
 
 
 
 
 
 
 
Statement 13 
 
 
Which system(s) or method(s) does your municipality employ  
 
to provide electricity services to the community? 
 
 
 
Most of the respondents feel that the municipality should  
 
employ the new card method to provide electricity to its  
 
local inhabitants as consumers. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
1 
41 
0 
2 
98 
0 
-6.48 
Total 42   
 
 
 
 
 
 
 
 
Sattement 13
2%
98%
0% 1.Metered method
2.New card
method
3.Meterd & new
card method
  
 
 
 
 
 
 
 
 
 
 
 
Statement 14 
 
 
Which one of the following would be the best approach or  
 
strategy which the municipality could adopt and use when  
 
rendering electricity to the community in the 21st century,  
 
as mentioned in the White Paper on Local Government, 1998? 
 
 
The response to this question shows that most of the  
 
respondents are in favour of “building on existing  
 
capacity,” that is, the electricity in the 21st century  
 
must be delivered through the strengthening of existing  
 
capacity. The second most popular suggested method was  
 
partnerships with CBOs and NGOs. 
 
 
Value Number of respondents Percent Skewness 
 
1.Building on existing capacity 
2.Corporatisation 
3.Public-public partnerships 
4.Partnerships with CBOs and NGOs 
5.Contracting out 
6.Leases and concessions 
7.Privatisation 
14 
1 
2 
11 
7 
7 
0 
33 
2 
5 
26 
17 
17 
0 
-0.15 
Total  42   
 
 
Statement 14
33%
2%5%26%
17%
17% 0%
1
2
3
4
5
6
7
 
 
SECTION B 
 
 
Statement 15  
 
 
How satisfied are you with the tariff at which sewerage is  
 
charged in your municipality? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The respondents feel that 
service  
 
charges are one of local authority’s sources of revenue,  
 
therefore, they are satisfied with the tariffs levied for  
 
sewerage reticulation, as the tariffs are used to sustain  
 
the process of service delivery. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
5 
2 
28 
5 
5 
12 
5 
66 
12 
-1.32 
Total 42   
 
 
 
Statement 15
5% 12%
5%
66%
12% 1 Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
Statement 16 
 
 
Does the present organisational structure (i.e. department  
 
of sewerage reticulation) enable public officials to carry  
 
out their duties in time? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The organisational hierarchy,  
 
with its experienced public officials, has delivered  
 
sewerage services efficiently and effectively from 1994- 
 
1999. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
7 
7 
20 
8 
0 
17 
17 
47 
19 
-0.48 
Total 42   
 
 
 
 
Statement 16
0% 17%
17%
47%
19%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
 
Statement 17 
 
 
Is the current policy on sewerage reticulation adequate to  
 
ensure efficient, effective and economical service  
 
delivery? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The sewerage reticulation 
policy  
 
is effective in ensuring customer satisfaction as local  
 
dwellers seldom complain about sewerage reticulation  
 
inefficiencies and ineffectiveness.   
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
4 
8 
24 
6 
0 
10 
19 
57 
14 
-0.63 
Total 42   
 
 
 
 
Statement 17
0% 10%
19%
57%
14% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
 
Statement 18 
 
 
Is the impact of the current training policy on your staff  
 
adequate to ensure knowledgeable staff who can work under  
 
changing environment(s) and simultaneously meet the  
 
changing needs of the local inhabitants? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The departmental staff are  
 
knowledgeable and are equipped with the necessary skills 
to  
 
perform their duties professionally. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
4 
14 
17 
7 
0 
10 
33 
40 
17 
-0.12 
Total  42   
 
 
 
 
Statement 18
0% 10%
33%
40%
17% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
Statement 19 
 
 
Are you satisfied with the extent to which the department  
 
conducts research on service payments, community  
 
participation and community satisfaction so as to attain  
 
excellence in service delivery? 
 
The response to this question shows that most of the  
 
respondents are uncertain. 31 percent of the respondents 
are  
 
dissatisfied. The respondents feel that the municipality  
 
needs to equip its employees with both quantitative and  
 
qualitative research skills which will lead to strategic  
 
policy formulation and implementation for service 
payments  
 
and effective community participation. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
3 
13 
14 
5 
7 
7 
31 
33 
12 
17 
0.36 
Total 42   
 
 
 
 
 
Statement 19
7%
31%
33%
12%
17% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 Statement 20 
 
 
To what extent are you satisfied with the decentralisation  
 
of sewerage infrastructure (e.g. branch offices) in the 
PEM  
 
area so as to ensure a quicker response in terms of tariff  
 
payments and for any service(s) that may be required by 
the  
 
community? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Some of the respondents feel 
that  
 
the offices in the communities are not fully equipped with  
 
the necessary equipment to deal with emergency cases such 
as  
 
pipe leakages. Such problems normally take a day or two to  
 
fix. Decentralisation should guarantee customer  
 
satisfaction. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
2 
4 
25 
10 
2 
5 
10 
59 
24 
-1.35 
Total 42   
 
 
Statement 20
2% 5% 10%
59%
24%
1.very dissatisfied
2.dissatisfied
3.uncertain
4.satisfied
5.very satisfied
 Statement 21 
 
 
How satisfied are you with the speed at which sewerage  
 
reticulation has been delivered in your municipality from  
 
1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Some of the respondents feel 
that  
 
the municipality should expedite the provision of 
services  
 
to all the people within the municipal area, even to the  
 
communities residing in the shack areas.  
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
5 
1 
24 
12 
0 
12 
2 
57 
29 
-1.11 
Total  42   
 
 
 
 
Statement 21
0% 12%2%
57%
29%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
Statement 22 
 
 
How successful is your sewerage provision in your  
 
municipality from 1994-1999?   
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The success can be measured by  
 
the effectiveness of the service because sewerage service  
 
delivery is provided qualitatively and consumers are  
 
unlikely to complain about it if the service is adequate.  
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
4 
2 
22 
14 
0 
10 
5 
52 
33 
-1.09 
Total  42   
 
 
 
 
 
 
 
Statement 22
0% 10%5%
52%
33%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
Statement 23 
 
 
Which approach does your municipality use to render  
 
sewerage services to its community? 
 
 
The response to this question shows that most of the  
 
respondents are in favour of sewerage services being  
 
delivered by the municipality and private companies. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
11 
31 
0 
33 
67 
0 
6.48 
Total 42   
 
 
 
 
 
Statement 23
33%
67%
0% 1.Municipality
alone
2.Municipality&
private co.
3.Private co.
  
 
 
 
 
 
 
 
 
 
 
 
 
Statement 24 
 
 
Which system(s) or method(s) does your municipality employ  
 
to provide sewerage services to the community? 
 
 
The response to this question shows that the municipality  
 
mostly uses the “water-borne system” to provide sewerage 
to  
 
its community.  
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
21 
0 
3 
18 
50 
0 
7 
43 
0.07 
Total 42   
 
 
 
 
Statement 24
50%
0%7%
43%
1.Water-borne
2.Bucket system
3.Pit system
4.Water-borne &
bucket system
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Statement 25 
      
 
 
Which one of the following would be the best approach or  
 
strategy which the municipality could adopt and use when  
 
rendering sewerage services to the community in the 21st  
 
century, as mentioned in the White Paper on Local  
 
Government, 1998? 
 
 
The response to this question shows that most of the  
 
respondents feel that the municipality should adopt a  
 
”building on existing capacity” when delivering sewerage  
 
services to the 21st century Port Elizabethans.  
 
 
Value Number of 
respondents 
Percent Skewness 
1.Building on existing capacity 
2.Corporatisation 
3.Public-public partnerships 
4.Partnerships with CBOs and NGOs 
5.Contracting out 
6.Leases and concessions 
7.Privatisation 
21 
1 
2 
9 
5 
4 
0 
50 
2 
5 
21 
12 
10 
0 
0.43 
Total 42   
 
 
 
Statement 25
50%
2%5%
21%
12%
10% 0%
1
2
3
4
5
6
7
 
 
SECTION C 
 
 
Statement 26  
 
 
 
How satisfied are you with the tariff at which refuse  
 
collection is being charged in your municipality? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The service charges are 
required  
 
to sustain the process of refuse collection provision as 
well  
 
as to improve it where possible. Overall, the vast 
majority  
 
of inhabitants have few complaints about refuse 
collection. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
5 
3 
29 
3 
5 
12 
7 
69 
7 
-1.39 
Total 42   
 
 
 
 
Statement 26
5% 12%
7%
69%
7% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
Statement 27 
 
 
Does the present organisational structure (i.e. refuse  
 
collection department) enable public officials to carry 
out  
 
their duties in time? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Generally, the organisation is 
run  
 
by competent, experienced and skilled public officials who  
 
are willing to go out of their way when providing services 
to  
 
the public. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
13 
4 
21 
4 
0 
31 
10 
49 
10 
-0.28 
Total 42   
 
 
 
 
 
Statement 27
0%
31%
10%49%
10% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
Statement 28 
 
 
Is the current policy on refuse collection provision in   
 
the Port Elizabeth Municipality adequate to ensure  
 
efficient, effective and economical service delivery? 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality is trying its  
 
best to provide the service efficiently and effectively so 
as 
 
to meet the unlimited people’s needs with limited 
resources.  
 
However, 35 percent of the respondents are uncertain about  
 
the current policy on refuse collection provision, and are  
 
uncertain as to whether it is adequate to ensure 
equitable,  
 
efficient, effective and economical service delivery, as 
they  
 
may not directly feel the impact of the policy on their  
 
lives. 
  
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
7 
15 
15 
3 
5 
17 
35 
36 
7 
-0.34 
Total 42   
 
 
Statement 28
5% 17%
35%
36%
7% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
Statement 29 
 
 
Is the impact of the current training policy on your staff  
 
adequate to ensure knowledgeable staff who can work under  
 
changing environment(s) and simultaneously meet the  
 
changing needs of the local inhabitants? 
 
 
The response to this question shows that 38 percent of the  
 
respondents are satisfied, while 41 percent of the  
 
respondents are uncertain about the impact of the current  
 
training policy on municipal staff. This matter deserves  
 
the serious attention of the authorities. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
6 
17 
16 
3 
0 
14 
41 
38 
7 
-0.009 
Total 42   
 
 
 
Statement 29
0% 14%
41%
38%
7% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
Statement 30 
 
 
Are you satisfied with the extent to which the department  
 
conducts research into service payments, community  
 
participation into refuse collection processes and 
community  
 
satisfaction so as to attain excellence in service  
 
delivery? 
 
 
The response to this question shows that most of the  
 
respondents are dissatisfied with the extent to which the  
 
municipality is still failing to conduct sufficient and  
 
effective research into service payments and community  
 
participation in refuse collection processes and community  
 
satisfaction. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
4 
17 
10 
8 
3 
10 
40 
24 
19 
7 
0.43 
Total 42   
 
 
Statement 30
10%
40%
24%
19%
7% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
Statement 31 
 
 
To what extent are you satisfied with the decentralisation  
 
of refuse infrastructure (e.g. branch offices) in the PEM  
 
area so as to ensure a quicker response in terms of tariff  
 
payments and for any service(s) that may be required by 
the  
 
community? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipal service outlets  
 
built in different residential areas are found to be  
 
effective in meeting communities’ needs with regard to 
refuse  
 
collection.  
 
 
Value Number of respondents  Percent Skewness 
1 
2 
3 
4 
5 
1 
3 
7 
26 
5 
2 
7 
17 
62 
12 
-1.16 
Total 42   
 
 
 
 
Statement 31
2% 7%
17%
62%
12% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
Statement 32 
 
 
 
How satisfied are you with the speed at which refuse  
 
collection/ disposal is been delivered in your 
municipality  
 
from 1994-1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality aims at 
providing  
 
the refuse collection services equitably for the benefit 
of  
 
all municipal residents.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
5 
2 
26 
8 
2 
12 
5 
62 
19 
-1.21 
Total 42   
 
 
 
 
 
Statement 32
2% 12%
5%
62%
19%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
 
 
Statement 33 
 
 
How successful is the refuse collection / disposal service  
 
delivery in your municipality from 1994-1999?  
 
 
The response to this question shows that most of the  
 
respondents are satisfied. Respondents feel that refuse  
 
collection services have been provided successfully as 
they  
 
were accessible and were rendered efficiently and  
 
effectively. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
3 
5 
26 
8 
0 
7 
12 
62 
19 
-0.85 
Total  42   
 
 
 
 
 
 
 
Statement 33
0%7% 12%
62%
19%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
 
 
 
Statement 34 
 
 
 
Which approach does your municipality use to render refuse  
 
collection / disposal services to its community? 
 
 
The response to this question shows that the refuse  
 
collection services are delivered by the municipality 
alone. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
30 
12 
0 
71 
29 
0 
0.98 
Total 42   
 
 
 
 
Statement 34
71%
29%
0% 1.Municipality
alone
2.Municipality&
private co.
3.Private co.
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Statement 35 
 
 
 
Which system(s) or method(s) does your municipality employ  
 
to provide refuse collection services to the community? 
 
 
The majority of respondents indicated that the plastic bag  
 
method was the preferred option of refuse removal. Most of  
 
the respondents are of the opinion that the municipality  
 
should continue providing them with enough plastic bags to  
 
collect their refuse. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
1 
31 
10 
2 
74 
24 
0.67 
Total  42   
 
 
 
 
 
 
 
 
 
Statement 35
2%
74%
24%
1.Dustbin system
2.Plastic bag
3.Dustbin &
plastic bag
 
 
 
 
 
 
 
 
Statement 36 
      
 
Which one of the following would be the best approach or  
 
strategy which the municipality could adopt and use when  
 
rendering refuse collection/ disposal to the community in  
 
the 21st century, as mentioned in the White Paper on Local  
 
Government, 1998? 
 
 
The response to this question shows that most of the  
 
respondents are in favour of refuse collection services  
 
being contracted out in the 21st century. 
 
 
Value Number of 
Respondents 
Percent Skewness 
1.Building on existing capacity 
2.Corporatisation 
3.Public-public partnerships 
4.Partnerships with CBOs and NGOs 
5.Contracting out 
6.Leases and concessions 
7.Privatisation 
9 
1 
2 
9 
10 
8 
3 
21 
2 
5 
21 
25 
19 
7 
-0.49 
Total 42   
 
 
 
 
 
Statement 36
21%
5%
21%25%
19%
7%
2%
1
2
3
4
5
6
7
                      
  
SECTION D 
 
 
Statement 37 
 
 
How satisfied are you with the tariff at which water is   
 
charged in your municipality? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The rate at which water service 
is  
 
charged is on a par with the rate which other local  
 
authorities in the country are charging. The municipality  
 
offers financial assistance to the indigent populace as  
 
provided for in the Indigent Policy of the municipality. 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
6 
5 
25 
5 
2 
14 
12 
60 
12 
-0.95 
Total 42   
 
 
 
 
 
Statement 37
2% 14%
12%
60%
12% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
Statement 38 
 
 
Does the present organizational structure (i.e. department  
 
of water) enable public officials to carry out their 
duties  
 
in time? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The officials are engaged in a  
 
process of educating the public about water conservation 
in  
 
order to conserve water for future use. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
6 
5 
21 
10 
0 
14 
12 
50 
24 
-0.69 
Total 42   
 
 
 
 
 
 
Statement 38
0% 14%
12%
50%
24%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
 
 
 
Statement 39 
 
 
Is the current policy on water provision in the Port  
 
Elizabeth Municipality adequate to ensure efficient,  
 
effective and economical service delivery? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality provides water 
to  
 
all inhabitants and public taps are provided to shack  
 
dwellers and slum areas to cater for residents’ residing 
in  
 
these areas.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
3 
8 
21 
10 
0 
7 
19 
50 
24 
-0.56 
Total 42   
 
 
 
 
Statement 39
0%7%
19%
50%
24%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
Statement 40 
 
 
Is the impact of the current training policy on your staff  
 
adequate to ensure knowledgeable staff who can work under  
 
changing environment(s) and simultaneously meet the  
 
changing needs of the local inhabitants? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. All staff are empowered  
 
continuously with modern skills through effective training 
to  
 
make them experts in service delivery. Opportunities to  
 
interact with communities are created through workshops 
and  
 
the media. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
3 
12 
20 
7 
0 
7 
29 
47 
17 
-0.27 
Total 42   
 
 
 
Statement 40
0%7%
29%
47%
17%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
Statement 41 
 
 
Are you satisfied with the extent to which the department  
 
conducts research into service payments, community  
 
participation into water projects, and community 
satisfaction  
 
so as to attain excellence in service delivery? 
 
 
The response to this question shows that most of the  
 
respondents are dissatisfied. The main problem that the  
 
municipality and the department experiences is the lack of  
 
public participation in service payments. The municipality  
 
has an open door policy for all inhabitants with financial  
 
difficulties to request assistance; but, apparently, this  
 
approach is inadequate.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
2 
15 
11 
10 
4 
5 
35 
26 
24 
10 
0.28 
Total  42   
 
 
 
Statement 41
5%
35%
26%
24%
10% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
Statement 42 
 
 
To what extent are you satisfied with the decentralisation  
 
of water infrastructure (e.g. branch offices) in the PEM 
area  
 
so as to ensure a quicker response in terms of tariff  
 
payments and for any service(s) that may be required by 
the  
 
community? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied with the extent to which the  
 
decentralisation of water infrastructure has been managed, 
as  
 
the service outlets’ staff are available to listen as well 
as  
 
to assist the communities with their service problems.  
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
1 
5 
30 
5 
2 
2 
12 
72 
12 
-1.70 
Total 42   
 
 
 
 
Statement 42
2%2% 12%
72%
12%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
 
 
 
Statement 43 
 
 
How satisfied are you with the speed at which water 
service  
 
delivery has been done in your municipality from 1994-
1999? 
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality believes that  
 
‘speed meets the needs,’ i.e. the municipality does not  
 
intend neglecting the existing needs of the local  
 
inhabitants. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
1 
3 
0 
27 
11 
2 
7 
0 
65 
26 
-1.66 
Total 42   
 
 
 
 
 
Statement 43
2% 7%0%
65%
26%
1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
 
 
Statement 44 
 
 
How successful is your water provision in your 
municipality  
 
from 1994-1999?   
 
 
The response to this question shows that most of the  
 
respondents are satisfied. The municipality is in the 
process  
 
of providing water meter readings to all the residents who  
 
had no meter readings before. This will effectively 
measure  
 
the water consumption rate. Communities in both the 
developed  
 
and under-developed areas have access to water services. 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
4 
5 
0 
1 
2 
24 
15 
0 
2 
5 
57 
36 
-0.87 
Total 42   
 
 
 
 
Statement 44
2%
5%
57%
36%
0% 1.Very dissatisfied
2.dissatisfied
3.Uncertain
4.Satisfied
5.Very satisfied
  
 
 
 
 
Statement 45 
 
 
Which approach does your municipality use to render water  
 
services to its community? 
 
 
The response to this question shows that most of the  
 
respondents prefer water services to be delivered by  
 
the municipality alone. 
 
 
 
 
Value Number of respondents Percent Skewness 
1 
2 
3 
39 
2 
1 
93 
5 
2 
4.21 
Total 42   
 
 
 
 
Statement 45
93%
5% 2% 1.Municipalityalone
2.Municipality&
private co.
3.Private co.
  
 
 
 
 
 
 
 
 
 
 
 
CHAPTER 6 
 
APPROACHES AND STRATEGIES FOR ATTAINING 
EXCELLENCE 
 
IN SERVICE DELIVERY IN THE 21st  CENTURY LOCAL  
 
GOVERNMENT  
 
 
Service looks for solutions in the performance of a task.  
 
This is a paralysis legacy of our inherited attitudes:  
 
the solution to improved service is viewed as being  
 
dependent on improvements in the skills and attitudes of  
 
the performers of the service…while it may pain and  
 
offend us to say so, thinking in humanistic rather than 
 
technocratic terms ensures that the service sector of the  
 
modern economy will be forever inefficient and that our  
 
satisfaction will be forever marginal (Damelins’  
 
relationship marketing module, 1988: 66).  
 
 
6.0 Introduction 
 
 
This chapter investigates appropriate approaches and  
 
strategies that can be developed and adopted by the 21st  
 
century local governments in order to render efficient,  
 
effective and economical services equitably to their local  
 
inhabitants. The aim is to ensure that future local  
 
authorities achieve their basic municipal objectives with an  
 
emphasis on attaining excellence in service delivery. This  
 
chapter further explores how local governments as  
 
politically-orientated public institutions that deliver  
social public services can at least change and focus on  
 
delivering excellent services to improve the quality of life  
 
of local inhabitants, as part of the recommendations of this  
 
dissertation. Because, unlike the private sector (i.e.  
 
manufacturers; and the corporate; the commercial; the retail  
 
and other business service sectors) that thinks in  
 
technical-business terms, public organisations think  
 
humanistically and politically (Ziethaml, 1981: 78).  
 
 
 
Public organisations’ thinking could make them 
inefficient  
 
and ineffective in service delivery. The 21st century is the  
 
time when local governments, as service providers, should  
 
create synergies with other recognised private organisations  
 
so as to render cost-effective services to the people (White  
 
Paper on Municipal Service Partnerships, 2000).  
 
 
 
Local governments should be aware that it is not only what  
 
they provide, but also how they provide it that counts, that  
 
is, the service. Zeithaml, (1981:78) writes that “the line  
 
between products (water, sewerage reticulation, electricity  
 
and refuse collection) and service is fast fading. What  
 
once appeared to be rigid polarity, has now become a hybrid:  
 
the servicisation of products and the productisation of  
 
services… what most of the customers want from the product  
 
is often qualitative and intangible, it is the service that  
 
is integral to the product. 
 
The primary objectives of this chapter are to focus on the  
 
principal strategies, techniques and approaches suggested  
 
by the researcher as optimal panaceas to the problem(s) of  
 
service delivery in the PEM. The emphasis is on the  
 
implementation of the equilibrium approach to service  
 
delivery as mentioned elsewhere in this research; the  
 
government-business paradigm; the relationship service  
 
paradigm, public satisfaction and service quality; and  
 
service quality, and the quality of life of inhabitants.  
 
The culture and climate of the municipality as service- 
 
orientated provider and change strategy will also be  
 
discussed as part of the approaches to the effective  
 
implementation of the normative service delivery model. 
 
 
6.1 Public satisfaction and service quality 
 
 
Public expectations of service quality have risen in  
 
recent years and will no doubt change with time. People  
 
in contemporary times believe QOS is a right, not a norm.  
 
This puts pressure on local governments as service providers  
 
to improve the quality of their services so as to satisfy  
 
the consumer(s). According to Lewis 1988 in (Damelins’  
 
relationship marketing module, 1988:64-65) service quality  
 
is described as providing a customer with what he / she  
 
wants, when he / she wants it, and at acceptably low costs,  
 
within the operating constraints of the business, which, in  
 
this context, is the municipality. People assess service  
 
quality by comparing what they want or expect to what they  
 
actually get or perceive they are getting. It is suggested  
 
that service providers consider the cost of services prior  
 
to delivery, and that the services must be of high quality  
 
and affordable to every consumer. For example, respondents  
 
of the questionnaire perceived the municipal services  
 
(tariffs charged for services) as expensive and most of them  
 
are dissatisfied with the status quo of the pricing  
 
structure.  
 
 
In order to satisfy the customer by delivering quality  
 
services, it is suggested that the PEM do the following:- 
 
1.Identify and acknowledge the consumer’s wants or needs  
 
  regarding services. 
 
2.Develop service policies, procedures, and standards to  
 
  meet those needs. 
 
3.Price the products cost-effectively, but not lose sight  
 
  of the quality of the product and service. 
 
4.Publicly inform the consumers that the quality of the  
 
  product meets the quality of the service. 
 
5.Render the service efficiently and effectively. 
 
6.Affirm that service quality guarantees the total  
 
  satisfaction of consumers. 
 
7.Always aim at a hundred percent service success which  
 
  should guarantee a hundred percent sustainability of  
 
  services (Ziethaml, 1981:148).   
 
 
6.2 Service relationship(s) 
 
 
Suggesting good service relationships is to attempt to  
 
strengthen the commitment of local government to the   
 
effective application of public participation in the  
 
affairs of local government, with specific reference to  
 
service delivery. Respondents feel that the PEM does not  
 
create opportunities for effective public participation.  
 
Municipalities should cease to do things on their own, and  
 
for themselves. The best suggestion is to forge effective  
 
relationships with the people they govern and to whom they  
 
deliver services. If a service gap exists between the  
 
municipality and the people, municipalities should begin to  
 
think of other methods of getting the money due to them from  
 
the public (White Paper on Municipal Service Partnerships,  
 
2000).  
 
 
Service relationships are a means to an end for effective  
 
local governance. They should be seen in the light of and  
 
based, on the fact that if there are no people or 
customers,  
 
there will be no service(s) and no government. Service  
 
relationships call for people-service-focused local  
 
government. The development and the sustained quality  
 
of the relationship is likely to depend on municipal leaders  
 
(councillors) and senior public officials, as well as on its  
 
implementation by front-line staff. Relationships require  
 
commitment, which is defined as the “party’s intentions to  
 
act and their attitude towards interacting with each other”  
 
(Damelins’ relationship marketing module, 1988:8).  
 
‘Commitment’ in the sense that the municipality should  
 
render services with and to the community, and the community  
 
should participate in the service delivery processes.  
 
 
It should be noted that one of the key elements of effective  
 
local government service excellence and sustainability is  
 
people or customer satisfaction which means the “customers’  
 
cognitive evaluation based on personal experience across  
 
all service episodes within the relationship” (Damelins’  
 
relationship marketing module, 1988:8). The more satisfied  
 
the people are, the more durable the local government and  
 
the people’s relationships; and the longer this relationship  
 
lasts, the more revenue the local government stands to gain  
 
and sustain.  
 
 
It is suggested that service relationships should be  
 
approached holistically, that is, the municipality should  
 
forge relationships with all of its stakeholders for the  
 
purpose of delivering quality services to the benefit of the  
 
entire populace within the municipal area. Municipal  
 
stakeholders are local inhabitants or citizens, the business  
 
sector, the CBOs, NGOs, local taxpayers’ associations, PEM,  
 
Port Elizabeth Civil Society Forum, political organisations,  
 
and community structures. Service relationships call for the  
 
‘let’s deliver together approach’ (White Paper on Municipal  
 
Service Delivery, 2000).  
 
 
The reason is that both local people and the international  
 
community consume services. They, too, keep an eye on how  
 
the municipality delivers services. The international  
 
community experiences the ‘moments of truth’ as do all  
 
clients. So, together, essential services, as well as  
 
services that meet international standards, can be provided  
 
to every consumer excellently. It should not be ignored that  
 
the municipality is part of a global set up, therefore  
 
interacting globally involves corporations in far-reaching  
 
changes which are undertaken with difficulty and problematic  
 
consistency (White Paper on Municipal Service Delivery,  
 
2000). 
 
 
Establishing an effective strategic logic for service  
 
relationships requires the future municipality to answer the  
 
following questions (which can be investigated further by  
 
other researchers), viz:  
 
1.How will service relationships create value, and when will  
 
  they be realized? 
 
2.Why is it necessary for the municipality to undertake  
 
  international research on service benchmarking with the  
 
  purpose of providing a world-class service to its local  
 
  consumers? 
 
3.How will service relationships and stakeholders find  
 
  solutions to the problems of the non-payment of services,  
 
  public apathy in the service delivery processes, and cost- 
 
  effective service delivery? 
 
 
Service delivery should be viewed and approached in a  
 
holistic manner. The managerial style should create a  
 
conducive climate where decisions can be reached timeously  
 
and applied cost-effectively. In this service ‘symbiotic’  
 
relationship it is expected from, and encouraged by, all  
 
stakeholders to participate liberally (Willicks & Harrow,  
 
1992:178). 
 
 
 
6.3 Government-business paradigm 
 
 
This section deals with a particular way of planning and  
 
implementing the normative service delivery model in order  
 
to attain excellence in service delivery in the PEM, as  
 
suggested in chapter 4 of this study. The service delivery  
 
model is adapted from Easton’s systems model. The reason for  
 
adapting and developing the model from the systems model is  
 
that “the central concept ‘system’ embodies the idea of a  
 
set of elements interconnected together which form a whole,  
 
thus showing properties which are properties of the whole,  
 
rather than properties of its components parts. For example,  
 
the taste of water is a property of the substance water, not  
 
of the hydrogen and oxygen which combine it” (Checkland,  
 
1993:3). Service excellence is a relatively new concept in  
 
the governmental sector, and the researcher deems it  
 
appropriate to adopt the private sector or business  
 
sector’s service system and then develop as well as connect  
 
them together in a unified system called a government- 
 
business paradigm. The researcher will argue that the  
 
government-business paradigm has a special significance and  
 
impact on the discipline of Public Administration, both as a  
 
science and in practice.  
 
 
This paradigm requires a bringing together of a number of  
 
different streams of knowledge (streams of knowledge from  
 
both the public and private sectors) about provision of  
 
quality services so as to satisfy the consumer’s needs.  
 
The paradigm requires local government to provide value to  
 
its customers and to concentrate on how to improve and  
 
sustain their quality of life. Improvement and  
 
sustainability of citizens’ QL is based on the improvement  
 
and sustainability of the personnel’s QWL (Checkland,  
 
1993:3). 
 
 
The normative service delivery model uses the Total Quality  
 
Management (hereafter referred to as TQM) system which  
 
considers that all people working in an organisation, that  
 
is, a municipality, are “linked in a network or chain of  
 
customer-supplier relationships. The intent of TQM is that  
 
all internal customers (municipal employees) are equally  
 
satisfied with the service or product they are providing, as  
 
are the external customers” (Morgan & Murgatroyd, 1994:7).  
 
The reason for using TQM as part of the normative service  
 
delivery model is that some of the respondents from the  
 
municipality are dissatisfied with the way in which services  
 
are provided and this creates a bad impression of the  
 
municipality. Another reason for the introduction of the  
 
new government-business paradigm for service delivery is  
 
based on a set of common assumptions on attaining excellence  
 
in service delivery and is aimed at simultaneously achieving  
 
quality of performance within the municipality. TQM is about  
 
a “total organisational approach for meeting customer needs  
 
and expectations that involves all managers and employees in  
 
using quantitative methods to continuously improve the  
 
organisation’s processes, products and services” (Morgan &  
 
Murgatroyd, 1994:7). 
 
 
 
Some of the respondents in the municipality are actually  
 
engaged in the process of continuous service improvement.  
 
The adopted ten key principles of TQM are also applied in  
 
the public sector or local government across several  
 
countries. In South African local government, the TQM  
 
principles should be applied as a component of the  
 
government-business paradigm. The principles, according to  
 
Morgan & Murgatroyd (1994:190), are as follows: 
 
1.Customer-driven: the focus is on providing outstanding  
 
   service at an appropriate cost to all primary customers. 
 
2.Strategically focused on outcomes and processes: TQM is  
 
   a focused practice that seeks to turn strategic intent  
   
   into direct, practical achievements. 
 
3.Driven by goals and values, not regulations: staff working  
 
  in the public sector are able to make decisions on the  
 
  basis of clear processes which are value-driven, rather  
 
  than regulatory and disabling. 
 
4.Empowering for communities, workers and customers: the  
 
  aim is to empower people to achieve that which they need,  
 
  and to achieve it by working cooperatively and  
 
  creatively. 
 
5.Effective and efficient: TQM is a set of management  
 
  practices which aim to improve performance and increase  
 
  customer satisfaction, while lowering costs. 
 
6.Evaluated as successful by customers in comparison with  
 
  providers of services: when customers compare the  
 
  performance of a public service with that of others or  
 
  with private sector provision, they will (or should)  
 
  recognize value for money and quality performance in what  
 
  they see. 
 
7.Valued by staff and customers alike: there will be respect  
 
  for process and service quality among everybody associated  
 
  with the service. 
 
8.Enterprising, not simply spending-oriented: TQM  
 
  encourages the public sector to both reduce costs and to  
 
  gain income from being more enterprising about the  
 
  potential resale of processes, technology, ideas,  
 
  resources, and many more. Teams should be encouraged to be  
 
  entrepreneurial, not just spending-oriented. 
 
9.Proactive rather than reactive: TQM encourages teams  
 
  and management to anticipate and plan before acting. It  
 
  seeks to encourage insightful forecasting, planning and  
 
  the development of customer (or people) relationship  
 
  management. 
 
10.Benchmarking against the best in the world: the aim of  
 
   every public organisation should be to lead the world in  
 
   the provision of core services in terms of customer  
 
   satisfaction, efficiency and appropriate cost. Careful  
 
   benchmarking will enable them to show the extent to which  
 
   they can deliver this promise. 
 
 
This paradigm focuses on delivering excellent services in  
 
order to improve the QL of the local inhabitants. So,  
 
without the effective application of TQM, attainment of  
 
excellence in service delivery will merely remain a ideal.  
 
In order to make the normative service model effective, the  
 
following strategies are hereby suggested. 
 
 
 
6.4 Change strategy 
 
 
It is important to adopt a change strategy in order to find  
 
effective solutions, which face up to, and overcome  
 
uncertainty and doubts, differences of interest and opinion,  
 
as well as inertia and resistance to change. The most  
 
important element of a change strategist is to subdue or  
 
reduce the burdens of the past by thorough strategic  
 
planning and implementation. Strategic planning means the  
 
process of deciding on the objectives of the organisation,  
 
changes in these objectives, changes in the resources used  
 
to attain these objectives, and changes in the policies that  
 
are to govern the acquisition, utilisation, and disposal of  
 
these resources (Botten & McManus, 1999:72).  
 
 
Strategic control means the process by which public managers  
 
ensure that resources are obtained and utilised efficiently  
 
and effectively in the accomplishment of the municipality’s  
 
or department’s objectives (Botten & McManus, 1999:72). 
 
The focus should be on how the 21st century local government  
 
can manage and control its change processes in order to  
 
increase its capacity to deliver excellent quality services. 
 
 
Removing resistance to change in social systems should be an  
 
ideal that the 21st century local government should strive  
 
to achieve. Municipalities should concentrate on finding  
 
solutions to public apathy, as this will have a negative  
 
effect on service delivery. Strategies to change the  
 
mentality of local inhabitants in regard to payment for  
 
services should be developed and implemented. For the  
 
effective and efficient implementation of the government- 
 
business paradigm, strategies to overcome change; strategies  
 
to induce new behaviour, as well as strategies to integrate  
 
new behaviour into cognitive, socio-political and economic  
 
structures should be investigated and be established as  
 
pillars of this paradigm. Future researchers could find it  
 
stimulating to investigate various strategies for the  
 
effective implementation of the government-business paradigm  
 
relating to service delivery, as this will contribute to the  
 
consolidation of the place and purpose of this paradigm in  
 
the science and practice of Public Administration and  
 
Management (Botten & McManus, 1999:72).  
 
 
6.5 Focus strategy 
 
 
Future local government needs to establish a clear focus  
 
on delivering quality services equitably, efficiently,  
 
effectively and economically in order to improve the QL  
 
of life of all local inhabitants. The success of service  
 
delivery can be improved if key factors are taken into  
 
account at the outset, i.e. meeting the unlimited needs of  
 
local inhabitants with limited resources. A focus strategy  
 
requires the municipality to prioritise its services by  
 
doing what the law and the people want as contained in the  
 
Batho Pele Policy. There are three reasons for bringing the  
 
focus strategy to the fore in municipal service delivery,  
 
viz: 
 
1.The citizen’s vote: Local inhabitants elected  
 
  councillors to represent them and to forward their basic  
 
  needs and wants to the municipal council in order to  
 
satisfy those needs through the provision of service(s). 
  
2.Rules of legality: In terms of Section 195 (1) (d) of the  
 
  Constitution of the Republic of South Africa, 1996 (Act  
 
  108 of 1996), it is stipulated that services must be  
 
  provided impartially, fairly, equitably and without 
bias.  
 
  This means that people have the right to be provided 
with  
 
  quality services. The Batho Pele White Paper, 1997, forces  
 
  all public service organisations to put people first, i.e.  
 
  to focus on satisfying people. The government-business  
 
  paradigm focuses on attaining excellence in service  
 
  delivery in local government by considering the  
 
  satisfaction of people’s needs as a priority in all  
 
  public service organisations. 
 
3.The original purpose of establishing a municipality was  
 
  to meet the needs of the people. This was the focus of  
 
  the municipalities from their inception to provide  
 
  services to the local inhabitants and then inhabitants  
 
  would pay for the services rendered to them. It is  
 
  considered that municipalities were like social  
 
  organisations striving to improve and maintain the welfare  
 
  of the citizens (Cloete, 1982: 56; Marais, 1989: 99).  
 
  It is important not to lose sight of the history of local  
 
  government, as the past shapes the future. The focus  
 
  strategy is about creating constancy of purpose to improve  
 
  the standards of service (products) and the efficiency and    
  effectiveness of the service(s). 
 
6.6 Information-based local government 
 
 
For future local government to be efficient, effective  
 
and economical requires it to (unlearn) old norms and  
 
assumptions, and to relearn new frames of reference (e.g.  
 
the provision of service excellence from the business  
 
sector); as well as learning about future change(s) in the  
 
external and internal environments of local government.  
 
This is why public organisations are often referred to as  
 
‘learning organisations.’ Learning about future change  
 
requires local government to understand the environment  
 
sufficiently in order to be able to envision and shape the  
 
future to its own advantage (Choo, 1998: x-xi). For example,  
 
information-based local government must be people-centered  
 
(client-centered), rather than system-centered; this means  
 
that future local authorities must be continually aware of  
 
user needs, and must have a service-provision orientation  
 
(Choo, 1998: 42). 
 
 
Respondents commented that when they call for help they  
 
get referred to many people, and seemingly, some of the  
 
front-line service staff do not know who is responsible for  
 
what within the department, hence customers get stuck in  
 
long queues waiting for assistance. Information known about,  
 
as well as changes pertaining to, service delivery initiated  
 
by public officials are not effectively and efficiently  
 
disseminated to the public, as is supposed to be done by  
 
democratic local government. Local government should have  
 
information-managers who should be information-users for the  
 
benefit of the Council and the community they serve. The  
 
above suggestion is supported by Zhuge Liang, ca.200 AD, in  
 
Choo (1998:51) who writes that: “an enlightened ruler does  
 
not worry about people knowing him, he worries about not  
 
knowing people. He worries not about outsiders not knowing  
 
insiders, but about insiders not knowing outsiders. He  
 
worries not about subordinates not knowing superiors, but  
 
about superiors not knowing subordinates. He worries not  
 
about the lower classes knowing the upper classes, but about  
 
the upper classes not knowing the lower classes.” It is  
 
important for local government to begin developing  
 
information distribution channels interdepartmentally and to  
 
facilitate the flow of information between communities.  
 
 
Future local government should encourage the sophisticated,  
 
developed and literate communities to make concerted and  
 
direct efforts to support and share service information with  
 
the indigents and illiterate communities. 
 
 
 
6.7 Equilibrium approach 
 
 
This section explores the importance of balancing service  
 
supply (provision) and service demand (consumption). The aim  
 
of the equilibrium approach is to refine the local  
 
government’s knowledge of its customers’ needs (local  
 
dwellers). Service supply and demand are mutually  
 
interdependent. The equilibrium approach requires the local  
 
government to supply the services to all local inhabitants  
 
dwelling within the boundaries of the municipal area.  
 
Services provided should be accessible and affordable  
 
to everyone. Respondents in the community commented that  
 
some of them have no access to all the basic services  
 
(particularly people residing in squatter camps), although  
 
they pay taxes (White Paper on Municipal Service Delivery,  
 
2000).  
 
 
 
Service demand clearly shows a need to accelerate service  
 
provision. The equilibrium approach is determined by the  
 
price of services. In this regard, a price may be defined as  
 
the “exchange value of a good or service. The value of a  
 
service is what it can be exchanged for in the marketplace”  
 
(Botten & McManus, 1999:48). This implies that a value on  
 
the supply side must be in equilibrium with the value in  
 
demand, that is, the price of public goods and service  
 
provision should guarantee sufficient revenue in order to  
 
sustain the process of provision of public goods and  
 
services (as demanded by the public). It is important for  
 
the local authorities to begin educating people about the  
 
importance of service payments. Citizens must know that  
 
quality services cost money and cannot be provided free of  
 
charge. Lastly, service demand must guarantee service  
 
sustainability. People demand or require basic services  
 
because they want to consume or utilise them, and people do  
 
not require these services for a short span of time; they  
 
need services to be delivered to them daily; therefore,  
 
people are required in terms of legislation and community  
 
values to pay for the services. The service supplier or  
 
provider paid for the process of supplying the services to  
 
the people; service recipients must pay the ‘demand price’  
 
embedded in service provision. It is suggested that local  
 
authorities should begin to implement the equilibrium  
 
approach as discussed in this dissertation in order to  
 
attain excellence in service delivery [Binza & Hilliard,  
 
Evening Post, 6 May 1997: 4)].  
 
   
6.8 Conclusion 
 
 
It is possible for the PEM to attain excellence in 
service  
 
delivery. But to deliver services on its own creates  
 
inefficiencies and ineffectiveness in service provision. It  
 
is thus suggested that local government should adopt the  
 
business or private sector’s service systems and strategies  
 
whose core business is concerned with its customers and  
 
clients. Research in the private sector proves that creating  
 
sustainable relationships with customers, and providing them  
 
with quality services, makes the business organisation  
 
successful. Unfortunately, the same business sector’s  
 
customers are also the local government’s customers and  
 
they thus demand the same quality of services from the local  
 
authorities as they obtain from the private sector. The  
 
researcher suggests that the government-business paradigm be  
 
used by local authorities to improve and sustain the welfare  
 
of local inhabitants. The approach is on building on the  
 
existing local government systems and processes by improving  
 
service systems and processes through the adoption of  
 
private sector service systems and processes. The aim is to  
 
ensure that local governments as public service  
 
organisations deliver basic social services and put people’s  
 
needs first as the main pillar of effective local  
 
governance.  
 
 
To ensure that local governments attain excellence in  
 
service delivery, as a means to achieve an end, not as an  
 
end in itself, it is suggested that local governments adopt  
 
a change strategy so as to break down the barriers to  
 
inefficient, ineffective and uneconomical service delivery.  
 
 
It is important for the local authorities to train their  
 
employees in order for the staff to be knowledgeable about  
 
the services provided, and to provide services  
 
professionally and equitably to all the people. In order to  
 
impart quality knowledge to the staff (or any person with a  
 
passion to work for public service organisations and whose  
 
career can be appreciated in the private sector as well),  
 
institutions of higher learning should be requested to  
 
develop a course tailored to produce qualified service  
 
providers.  
 
 
 
A question could be asked to stimulate the minds of those  
 
in the practice, as well as challenge the ‘scientific’ side  
 
of public administration, so as to find both practical and  
 
scientific solutions to the problem of deteriorating service  
 
delivery faced by South African public institutions. What  
 
practical and scientific service delivery innovations should  
 
be initiated to satisfy the changing needs of public service  
 
consumers? In this regard, the researcher suggests the  
 
development of the following scientific courses tailored  
 
to suit the needs of those who want to become service  
 
providers in public service institutions, viz:  
 
 
 
1.Local Government Service Management 1, 2 & 3 
 
Purpose:- 
 
 
In order to equip and develop local government service  
 
provisioning employees with the necessary knowledge  
 
(scientific) so as to acquire skills, expertise as well 
as  
 
formal qualifications required to perform their work  
 
efficiently and effectively. The employees should be able 
to  
 
deliver public services to all customers in order to 
satisfy  
 
the needs of the customer.    
 
 
 
 
 
The students must know the following: 
 
 
-The role of local government in improving and sustaining  
 
the welfare of the people. 
 
-Service delivery processes and systems prior to going into  
 
the field, so as to know all the necessary tools, procedures  
 
and policies that will assist him /her to provide  
 
services excellently. 
 
-Service techniques, i.e. a student must know what is  
 
required to provide excellent client services, or to be an  
 
expert in service delivery, viz: smile, be honest and  
 
reliable, walk the extra mile for the customer, know all  
 
your products and procedures, and value your customer(s) – 
 
they pay your salary (people pay taxes and, then, your  
 
salary, so value them). 
 
-Building customer relationships through the application of  
 
customer relationship management techniques. 
  
-Know and understand the importance of basic service 
 
delivery in local government. 
 
-Know and understand the relevant legislation, i.e. Acts,  
 
Ordinances and By-laws concerning service delivery and their  
 
implications for the same delivery equation. 
 
 
                                       
 
 
 
 
 
 
 
CHAPTER 7 
 
                                                   
SUMMARY AND RECOMMENDATIONS  
 
 
 
7.0 Introduction 
 
 
The problems of inefficiency, ineffectiveness and  
 
uneconomical service delivery policies and processes in 
the  
 
PEM was discussed in chapter one. Port Elizabethans may have  
 
passively accepted bad service in the past and this lethargy  
 
is fast-changing. This research focuses on the evaluation of  
 
the policies for attaining excellence in service delivery in  
 
order to ensure that the PEM improves and sustains the QL of  
 
its local inhabitants through superlative service provision.  
 
In spite of Port Elizabethans voicing their discontent this  
 
has no effect on the municipality instituting complaint and  
 
research management processes to look at, and suggest,  
 
solutions to the problem of unsatisfactory service delivery.  
 
These matters were dealt with in this study. 
 
 
This chapter attempts to reiterate the main findings of this  
 
research, and the problems and limitations experienced with  
 
the research process. Recommendations and a summary of the  
 
chapters will be given, and opportunities for further  
 
research will be suggested. Conclusions will also be drawn  
 
from the previous chapters. 
 
7.1 Main Findings 
 
 
The research firstly identified the government-business  
 
paradigm as the best paradigm to be used by local  
 
authorities to deliver services equitably, efficiently,  
 
effectively and economically to its local inhabitants.  
 
The philosophy behind the government-business paradigm is  
 
that municipalities should start regarding service as  
 
the lifeblood of the municipality because everything flows  
 
from it and is underpinned by it. Local authorities should  
 
commit themselves to building partnerships with other  
 
service sectors and developing relationships with its  
 
customers in order to deliver quality service(s) and to  
 
sustain the process of service provision.  
 
 
This paradigm requires the local authorities to put  
 
people first as the main pillar of service provision.  
 
Business is their purpose for existence.  
 
 
 
A normative model for service delivery was developed for  
 
use by local authorities in order to attain excellence in  
 
service delivery. The model emphasises that local  
 
authorities should be aware of factors that continuously  
 
influence service delivery. Such factors as the external  
 
environments, viz: the political, social, economic, legal,  
 
technological environments. Local authorities will need to  
 
adapt to a whole new operational paradigm (government- 
 
business paradigm) in order to make this new thinking  
 
flourish and become a reality. The model brings to the fore  
 
the idea that the municipality should develop excellence in  
 
customer relationship management. In order for local  
 
authorities to know the needs of their communities,  
 
municipalities should be as close as possible to the  
 
communities they serve. The strategy to accomplish this  
 
ideal is to develop and introduce customer (people)  
 
relationship management. The reason for the development of a  
 
normative model for service delivery is that municipalities,  
 
with particular reference to the PEM, need to manage their  
 
customers because local authorities need the people or  
 
customers and the revenue they (customers or people)  
 
generate to ensure the success of local governance.  
 
 
 
The 21 century municipalities should develop and adopt an  
 
‘equilibrium approach’ in order to attain excellence in  
 
service delivery. The equilibrium approach requires that  
 
local authorities supply quality and affordable basic social  
 
services to all people within the boundaries of the  
 
municipality, and people or service consumers  
 
should participate in all aspects of service delivery.  
 
Citizens should pay for the services they consume as  
 
services delivered to them cost the municipality money, and  
 
people should not regard service delivery as being free. It  
 
was identified that there is a large gap between service  
 
supply and service demand, which is caused by the non- 
 
payment of services, and the ineffectiveness of the  
 
municipality to deal with the problem of public apathy  
 
in local governance with particular reference to service  
 
delivery as well as the inability to deliver quality  
 
services in order to improve the general welfare of its  
 
local dwellers. 
 
 
The study identified the strategies that the PEM can use to  
 
approach service delivery, viz: change strategy and focus  
 
strategy (see chapter 6). These strategies are recommended  
 
to put the PEM in a favourable position to deliver  
 
equitably, efficient, effective and economical services for  
 
the benefit of all 21st century citizens.  
 
 
 
7.2 Problems and limitations 
 
 
Problems were encountered with the theoretical and empirical  
 
aspects of the research. With the theoretical aspects of the  
 
research, already published material relating to South  
 
African local authorities viewpoints, and research  
 
undertaken on the topic available from South African  
 
literature, was limited. Sufficient international literature  
 
on how to provide superlative service in order to satisfy  
 
the needs of customers was available. A limited amount of  
 
international literature and research undertaken on  
 
municipal service delivery was available and other  
 
comprehensive information was generated so as to ensure that  
 
South African local authorities attain excellence in service  
 
delivery, as do many other international municipalities.  
 
 
The 21st century is an opportune time for public management  
 
scholars and practitioners to devote attention to doing  
 
research on problems encountered by public institutions,  
 
with specific reference to public service delivery. 
 
 
With regard to the empirical aspect(s) of the research, some   
South Africans are still living in the past in the sense  
 
that when the researcher was conducting a door-to–door  
 
survey, some of the Whites chased him away with dogs, as  
 
well as insulted him with bad language. Some of the  
 
previously marginalised local inhabitants attempted to beat  
 
him up, claiming that he is working for the municipality and  
 
he is on their premises with a mission to collect or  
 
confiscate their goods. Some refused to fill in the  
 
questionnaire. They accused the municipality of being unfair  
 
towards them by not considering their needs and wants. Some  
 
people refused to fill in the questionnaire claiming that  
 
the municipality took their electricity boxes, because  
 
people had tampered with electricity provision. Others  
 
averred that the municipality hardly focuses on actual  
 
readings. Meter readings on the customer’s statements do not  
 
reflect the actual readings of water and electricity  
 
consumed. So, it is clear that the research on municipal  
 
service delivery is a delicate issue and should be conducted  
 
with care and professionalism. 
 
 
7.3 Summary of chapters 
 
 
Chapter 1 
 
 
In chapter one a hypothesis was formulated, viz: there is a  
 
lack of excellence in service delivery in the PEM. This  
 
research thus focuses on the evaluation of the policies for  
 
attaining excellence in service delivery so as to improve  
 
and sustain the general welfare of Port Elizabethans. The  
 
key questions pertaining to the research were asked;  
 
statements of the hypothesis and sub-hypotheses were  
 
formulated; and the research methodology was explained. 
 
 
Chapter 2 
 
 
An historical analysis of service delivery systems of the  
 
former government prior to 1994 was undertaken to establish  
 
how service delivery progressed since the development and  
 
establishment of the South African local authorities, with  
 
specific reference to the PEM. The aim was to determine if  
 
there were any effective service strategies in the past and  
 
if one can build and improve on them, and also to ascertain  
 
if there was any good in the past so that future local  
 
authorities can begin developing cost-effective strategies  
 
and policies in order to satisfy the needs of the 21st  
 
century citizens. 
Chapter 3 
 
 
In chapter three the restructuring and transformation of  
 
the South African local spheres of government was  
 
undertaken in order to determine the future direction of the  
 
21st century developmental local authorities. It was  
 
concluded that the PEM will form a metropolitan 
government  
 
(Council) with Uitenhage and Despatch municipalities. The  
 
metropole will be called the Nelson Mandela Metropolitan  
 
Municipality. It was concluded that South African local  
 
authorities will adopt a strong mayor and an Executive  
 
Committee system. Provisions were made in terms of the White  
 
Paper on Local Government, 1998;the  Municipal Structures  
 
Act, 1998 (Act 117 of 1998); the Local Government: Cross- 
 
Boundary Municipalities Act, 2000 (Act 29 of 2000); the  
 
Local Government: Municipal Systems Act, 2000 (Act 32 of  
 
2000); and the Eastern Cape Provincial Legislation on  
 
Determination of Types of Municipalities Act, 2000 (Act 5 of  
 
2000). 
 
 
Chapter 4 
 
In chapter four a normative model for attaining excellence  
 
in service delivery in the PEM was developed and adopted. It  
 
is suggested that the future local authorities should  
 
develop a government-business paradigm as well as customer  
 
relationship management so as to ensure that they deliver  
 
services efficiently, effectively and economically.  
 
Chapter 5 
 
 
In chapter five, an empirical evaluation of the policies for  
 
attaining excellence in service delivery in the PEM was  
 
conducted to ascertain how Port Elizabethans as service  
 
consumers feel about the service(s) they receive from the  
 
municipality, as well as the feeling of municipal management  
 
to determine whether the services they deliver meet the  
 
needs of the local inhabitants effectively.  
 
 
Chapter 6 
 
 
Chapter six focuses on the development of a framework  
 
and strategies for the implementation of a normative  
 
model for attaining excellence in service delivery. The 
 
business-government paradigm, as well as the equilibrium  
 
approach were further explored, together with other  
 
strategies in order to ensure that the municipality provides  
 
quality and affordable services efficiently, effectively and  
 
economically.   
 
 
Chapter 7 
 
 
Chapter seven contains a conclusive summary of the  
 
dissertation and proposes recommendations and solutions to  
 
the problems faced by the PEM in regard to service delivery.  
 
It is acknowledged that the PEM has limited funds and is  
 
currently experiencing financial difficulties from bad debt;  
 
 
 
the following recommendations should be adopted so as to  
 
ensure that the 21st century PEM attains excellence in  
 
service delivery. 
 
 
 
7.4 Recommendations 
 
 
The objectives of this research were to search for solutions  
 
In order to contribute to remedying the problems in service  
 
delivery faced by the PEM. The PEM is faced with huge,  
 
mounting debt, public apathy in local governance, as well as  
 
inefficient, ineffective and uneconomical service delivery  
 
processes. The main aim of this research is to facilitate  
 
and develop an effective service methodology and strategy so  
 
as to assist the PEM (and other local authorities  
 
experiencing the same problems in service provision) to  
 
attain excellence in service delivery. Most of these  
 
recommendations are based on the findings of the study.   
 
 
1.Firstly, it is recommended that the PEM should initiate  
 
community service education campaigns so as to impart the  
 
necessary knowledge to the unsophisticated and illiterate  
 
segment of the population. The sophisticated segment of the  
 
population needs to be updated or informed continuously  
 
about municipal progress on service delivery. For example,  
 
the PEM should not just increase the tariffs without  
 
informing its clients about such endeavours. 
 
 
2.Secondly, the PEM should develop its own customer  
 
relationship policy which should not be locked into the  
 
‘municipal council’s employees’ minds,’ but should be  
 
formulated and implemented efficiently and effectively  
 
to the benefit of all the local dwellers. The idea is  
 
that local inhabitants must feel and see themselves as  
 
part of their municipality in order to devote themselves  
 
to the success of municipal service delivery processes.  
    
 
3.Thirdly, meter readings must be read, not estimated.  
 
The PEM must establish a service department which will focus  
 
on performing meter readings, conducting research into  
 
service delivery with the intention of improving and  
 
sustaining the process of rendering quality services as well  
 
as developing efficient, effective and economical service  
 
delivery policies in order to ensure that the PEM attains  
 
excellence in service provision.  
 
 
4.Fourthly, as the provision of customer service is a 
 
relatively new concept in South African local authorities,  
 
staff must be equipped with the requisite knowledge so as to  
 
acquire skills and expertise to perform their duties  
 
professionally and thoroughly in order to satisfy the  
 
unlimited, changing needs of customers. Institutions of  
 
higher learning should regard this as an opportunity to  
 
cater for the required knowledge and skills. They must see  
 
this as a golden opportunity for attracting prospective  
 
clients who will contribute to generating revenue and  
 
engendering recognition for the global academic market, and  
 
gaining recognition from prospective employers (i.e. the  
 
public and private sectors where students will implement the  
 
skills and knowledge attained from institutions of higher  
 
learning).  
 
 
In contemporary service institutions, service providers  
 
will be highly sought after and will be remunerated because  
 
service is the lifeblood of any organisation. Thus  
 
institutions of higher learning should begin designing and  
 
developing the following courses: Local Government Service  
 
Management; Customer Relationship Management; as well as  
 
Case Studies focusing on service delivery processes.  
 
Customer management, as a discipline, will change the way  
 
institutions are evaluated. This is why education and  
 
training in this field is deemed essential. Customer data  
 
and intellectual capital will become standard entries on the  
 
balance sheet of public service institutions (Alberti,  
 
2000:29). So, local authorities and institutions of higher  
 
learning should start organising financial and human  
 
resources to be utilised to accomplish the above objectives,  
 
that is, they should develop the municipal training material  
 
for in-house, training as well as for academic courses for  
 
the students to obtain formal qualifications.  
 
 
5.The study recommends that future local authorities must  
 
be information-based local government. Co-operative  
 
governance must be improved and sustained so as to  
 
improve the image of the entire municipality. The  
 
municipality should build in proper procedures to ensure  
 
that all telephone calls are directed to the correct  
 
department(s), division(s), as well as to individual(s) so  
 
as the ensure that the customer continues receiving a world- 
 
class service. This implies that municipal staff must  
 
interact with each other within the department(s), and also  
 
inter-departmentally, so that when customers phone for help,  
 
they are assisted timeously and effectively.  
 
 
6.Staff must be available to man the tills and information  
 
or inquiry workstations all the time throughout the month,  
 
particularly at lunch times. Municipalities must encourage  
 
multilingualism, i.e. staff must at least be able to speak  
 
two or three South African official languages so as to be  
 
able to assist the majority or the broader sweep of its  
 
customers. Customers should not leave the offices  
 
dissatisfied or unassisted because they could not understand  
 
the person who assisted them due to language or  
 
communication barriers.  
 
 
7.The PEM should begin to update its customer information,  
 
as well as its technology, so as to print accurate  
 
information and send out the correct billing information,  
 
i.e. they should dispatch the correct bill to the correct  
 
customer’s address. This means that the PEM cannot develop  
 
co-ordinated and meaningful customer relationship management  
 
and control without having the necessary service systems and  
 
processes that bring together all the information about the  
 
municipal customers, that is, the local inhabitants.  
 
 
For the municipality to have a better understanding of its  
 
local dwellers, the PEM will need to be able to identify  
 
them (i.e. as taxpayers, ratepayers, service consumers, and  
 
as voters, and local inhabitants). Municipalities should  
 
be able to conduct research into their needs on a continuous  
 
basis so as to continue satisfying them; then the PEM will  
 
be able to evaluate their customer’s actual value in local  
 
governance and in service sustainability.  
 
 
8.It is recommended that the PEM staff perform their  
 
duties with passion and enthusiasm when assisting or  
 
servicing people. Respondents’ opinions about staff  
 
helpfulness indicated that 35 percent of the respondents are  
 
dissatisfied and 28 percent very dissatisfied. The PEM  
 
staff should perform extra-ordinarily when providing  
 
services, and must apply pro-active mechanisms in order to  
 
stay ahead of the customer’s needs. 
 
 
7.5 Opportunities for further research 
 
 
In this section, opportunities for further research are  
 
explored and certain recommendations are made, as it is  
 
the nature and requirement of scientific research that leads  
 
to other unanswered questions. Areas of further research,  
 
which are closely related to the research problem of this  
 
research project, are examined below, viz:  
 
 
* The research can be undertaken by academic staff in  
 
institutions of higher learning to determine skill  
 
requirements of students who want to undertake customer  
 
service as a career with the aim of working for public  
 
service institutions so that public institutions can  
 
continue to improve and sustain the general welfare of  
 
the people.  
 
 
* Similar research can be conducted in other local  
 
authorities so as to determine the nature and extent to   
 
which they deliver basic social services to their  
 
respective local inhabitants, as well as how far they are  
 
in attaining excellence in service delivery. 
 
 
* The research can be conducted as an investigation into  
 
innovative strategies for the effective implementation of  
 
the government-business paradigm in South African local  
 
government (or selected local authorities) so as to  
 
determine the extent to which local authorities will  
 
begin putting customer’s needs, as is expected in  
 
democratic, efficient and effective local government.   
 
 
* Local authorities and scholars of Public Management can  
 
conduct research into basic social services (water,  
 
electricity, sewerage reticulation and refuse collection  
 
services) and these services can be provided through  
 
 
building on existing capacity; corporatisation; public- 
 
public-partnerships; partnerships with CBOs and NGOs;  
 
contracting out; leases and concessions (public-private- 
 
partnerships); and privatisation (transfers of ownership).  
 
The researcher must be able to ascertain how the people on  
 
the ground will feel, and how each system will affect the  
 
indigent population, and how efficient, effective and  
 
economical the municipality will be.   
 
 
 
7.6 Conclusions 
 
 
The accomplishment of excellence in service delivery in  
 
the PEM is in line with the objectives of the Constitution  
 
of the Republic of South Africa, 1996 (Act 108 of 1996),  
 
that stipulates that the public service should be geared to  
 
service excellence, and section 195 (1) (d) stipulates:  
 
“services must be provided impartially, fairly, equitably,  
 
and without bias.” The changing local government systems  
 
require local authorities not to leave their inhabitants or  
 
customer’s needs unmet. Customers are supposed to know when  
 
the municipality is incapable of meeting their social needs  
 
through service(s), and the customers must then effectively  
 
participate in service delivery processes; hence the  
 
government-business paradigm is developed for the purpose of  
 
merging forces between the municipality and its customers so  
 
as to jointly reach efficient, effective and economical  
 
systems of service provision. Since customer service is a  
 
relatively new concept in the South African public service,  
 
it is recommended that public service institutions develop  
 
customer relationship management programmes so as to attain  
 
excellence in service delivery.  
 
 
The PEM is facing severe financial constraints compounded by  
 
bad debt caused by the lack of payment for services by some  
 
Port Elizabethans. The 21st century PEM must be pro-active,  
 
innovative and committed to adopt the recommendations of  
 
this research in order to be able to meet the unlimited,  
 
changing needs of their customers efficiently and  
 
effectively.  
 
 
Service relationships will assist the PEM to build effective  
 
relationships with other service organisations from the  
 
private sector, NGOs, as well as with the people they serve.  
 
It is important for the PEM to seek effective strategies to  
 
deal with the problem of public apathy in local governance,  
 
as well as develop decentralisation strategies and tactics  
 
so as to bridge the gap which the local inhabitants feel  
 
still exists. The closer the local authority is to its  
 
people, the better it will be able to research the needs of  
 
its local dwellers or customers, and the better the dwellers  
 
will notice and appreciate the value of their municipality  
 
as a provider of essential services. 
 
 
Lastly, it is important for the PEM to ask itself how can  
 
the municipality continuously provide superlative service(s)  
 
to its dwellers, and simultaneously attain excellence in  
 
service delivery? Local authorities must understand that  
 
solutions to the problems of service delivery require  
 
ongoing consultation with the people on the ground, the  
 
private sector and NGOs, as well as a thorough examination  
 
of the current service delivery mechanisms. To begin with,  
 
the process of attaining excellence in service delivery in  
 
the PEM must answer the following questions, viz:  
 
 
1. How and why is the municipality rendering essential  
 
   service(s)? 
  
 
2. How and what can be done to make the customers see value  
 
   in local governance so that they can effectively  
 
   participate in the service provision processes? 
 
 
1. How can the PEM balance service quality with ability to  
 
   pay? 
 
 
 
Let the researcher give the PEM who should take up the  
 
challenge of searching for solutions to remedy the problem  
 
of poor service delivery, some words of wisdom from  
 
Napoleon Boneparte who said “… men, horses and cannons are  
 
useful in the battle, but strategies, counter-active tactics  
 
and planning win wars” (Alberti, 2000:4). So, for the PEM 
 
to attain excellence in service delivery, it must develop  
 
and adopt the government-business paradigm which will assist  
 
in building relationships with customers and help to improve  
 
and sustain the process of service provision.  
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7.8 ANNEXURE A 
 
 
PORT ELIZABETH TECHNIKON 
 
TELEPHONE AND FAX NUMBERS 
Cell: 0837410030; 
Fax 041-5043879/ 5835354     Binza M S 
P.O.BOX 21084 
Port Elizabeth 
6000 
 
25 October 1999 
The Port Elizabeth Resident/ Citizen 
 
Dear Prof / Dr/ Sir/ Madam 
 
SERVICE DELIVERY SURVEY OF THE PORT ELIZABETH 
MUNICIPALITY 
 
The attached questionnaire is part of an M-Tech degree study research project aimed 
at assessing the Port Elizabeth Municipality’s service delivery policies implemented 
from 1994-1999. What do you think about the service the Port Elizabeth Municipality 
has provided to you and other citizens? Your opinions are very important to the 
municipality and Port Elizabeth residents if the Port Elizabeth Municipality has to 
provide quality community services efficiently, effectively and economically in order 
to face challenges of the 21st century. 
 
The questionnaire has been designed to take a maximum of five to ten minutes to 
complete. No names have to be given and complete anonymity is guaranteed. 
 
Sharing your sentiments and ideas about how the Port Elizabeth Transitional Local 
Council has delivered services in the last five years and how it should deliver services 
in future, matters a great deal. If you would like to receive a copy of the results, please 
indicate this at the back of the questionnaire and I will see to it that a copy is mailed 
to you. 
 
I thank you very much for your assistance in the completion of my research project. 
 
 
Yours Faithfully 
 
M S Binza 
M-Tech Student: Faculty of Commerce and Governmental 
Studies, Port Elizabeth Technikon. 
PORT ELIZABETH COMMUNITY SURVEY QUESTIONNAIRE 
 
Please rate the following basic community services rendered to you by the Port 
Elizabeth Municipality from 1994-1999 in accordance with the following scale: 
 
Very satisfied 1 
Satisfied 2 
Uncertain 3 
Dissatisfied 4 
Very dissatisfied 5 
 
 
 
Q1. What is your age? 
 
18-24 25-34 35-44 45-54 55 and over 
1 2 3 4 5 
 
Q2. What is your gender? 
 
Female Male 
1 2 
 
Q3. What is your home language? 
 
Afrikaans English  Xhosa Other 
1 2 3 4 
 
 
SECTION A: Water service delivery 
 
 
Q4. How satisfied are you with speed at which water service delivery has been 
provided to you by your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q5. How satisfied are you with the tariff at which water is charged in your 
municipality? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
 
Q6. To what extent are you satisfied with the decentralization of water 
infrastructure (e.g. branch offices) in the PEM area so as to ensure a quicker 
response in terms of tariff payments and for any water service(s) that may be 
required by you? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q7. How satisfied are you with the extent to which the Port Elizabeth 
Municipality creates opportunities for you as community member to participate 
in water service delivery processes (e.g. policy formulation and implementation 
of water projects)? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
Q8. How successful is water provision in your municipality from 1994-1999? 
 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
SECTION B: Electricity service delivery 
 
 
Q9. How satisfied are you with the speed at which electricity services have been 
provided to you by your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q10. How satisfied are you with the tariff at which electricity is charged in your 
municipality? 
 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
Q11.To what extent are you satisfied with the decentralization of electricity 
infrastructure (e.g. branch offices) in the PEM area so as to ensure a quicker 
response in terms of tariff payments and for any electricity service(s) that you 
may require? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q12. How satisfied are you with the extent to which the Port Elizabeth 
Municipality creates opportunities for you as community member to participate 
in electricity service delivery processes (e.g. policy formulation and 
implementation of electricity projects)? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q13. How successful is electricity provision in your municipality from 1994-
1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
SECTION C: Sewerage service delivery 
 
 
Q14. How satisfied are you with the speed at which sewerage service has been 
provided to you by your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q15. How satisfied are you with the tariff at which sewerage is charged in your 
municipality? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q16.To what extent are you satisfied with the decentralization of sewerage 
infrastructure (e.g. branch offices) in the PEM area so as to ensure a quicker 
response in terms of tariff payments and for any sewerage service(s) that you 
may require? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q17. How satisfied are you with the extent to which the Port Elizabeth 
Municipality creates opportunities for you as community member to participate 
in sewerage service delivery processes (e.g. policy formulation and 
implementation of sewerage projects)? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q18. How successful is sewerage provision in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
SECTION D: Refuse collection  
 
Q19. How satisfied are you with speed at which refuse collection has been 
provided to you by your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q20. How satisfied are you with the tariff at which refuse collection is charged in 
your municipality? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q21. To what extent are you satisfied with the decentralisation of refuse 
collection infrastructure (e.g. branch offices) in the PEM area so as to ensure a 
quicker response in terms of service payments and any refuse collection 
service(s) you may require? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q22. How satisfied are you with the extent to which the Port Elizabeth 
Municipality creates opportunities for you as community member to participate 
in refuse collection service delivery processes (e.g. policy formulation and 
implementation of refuse collection projects)? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
Q23. How successful is refuse collection provision in your municipality from 
1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
SECTION E : Overall level of satisfaction 
 
Q24. How satisfied are you with the overall speed of service delivery in your 
municipality from 1994–1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q25. To what extent are you satisfied with the correctness of the monthly 
statements sent to you by PEM from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q26. Are you satisfied with the service complaints-handling division when you 
complain to your municipality? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q27. Give the overall level of satisfaction you received from water, electricity, 
sewerage reticulation and refuse collection services from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q28. Are you satisfied with the extent to which you stand in long queues waiting 
to be served, while there are other teller-work stations and information-work 
stations closed when you are at the City Treasury Department? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q29. To what extent are you satisfied with the staff helpfulness / assistance when 
you ask them to help regarding your accounts as well as the overall service 
delivery process? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q30. General comments (on efficiency, effectiveness and economy of service 
delivery in the Port Elizabeth Municipality). 
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7.9 ANNEXURE B 
 
PORT ELIZABETH TECHNIKON 
TELEPHONE AND FAX NUMBERS 
Cell:0837410030  
Fax 041-5043879/ 5835354    Binza M S 
P.O. Box 21084 
Port Elizabeth 
6000 
 
25 October 1999 
 
 
The Chief Director 
Port Elizabeth Municipality 
Brister House 
Govan Mbeki Avenue 
6000 
 
Dear Prof/ Dr/Sir/Madam 
 
SERVICE DELIVERY SURVEY OF THE PORT ELIZABETH 
MUNICIPALITY 
 
The attached questionnaire is part of an M-Tech degree study research project aimed 
at assessing your service delivery policies in order to attain excellence in service 
delivery in the Port Elizabeth Municipality. The target population is a sample of 
persons occupying positions of Chief Directors, Directors, and their Deputies, Heads 
of Departments, Supervisors, as well as councillors. 
 
I would appreciate it if you could possibly arrange a sample of approximately 10% of 
your senior personnel in the above-mentioned positions to complete the questionnaire. 
The questionnaire has been designed to take a maximum of five to ten minutes to 
complete. No names have to be given and complete anonymity is guaranteed. 
 
As I will be visiting your office during the second week of November 1999 to collect 
the questionnaires, it will not be necessary to return the forms or questionnaires by 
post. I will appreciate if you can fax the completed questionnaire 5043879 or 5835354 
for my attention. 
 
I thank you very much for your assistance in the completion of my research. 
 
Yours Faithfully 
 
M S Binza 
M-Tech Student: Faculty of Commerce and Governmental Studies, Port 
Elizabeth Technikon. 
PORT ELIZABETH MUNICIPALITY SURVEY 
QUESTIONNAIRE  
 
 
Please rate the questions given in accordance with the following scale: 
 
 
Very dissatisfied 1 
Dissatisfied 2 
Uncertain 3 
Satisfied 4 
Very satisfied 5 
 
 
Q1. What is your age? 
 
18-24 25-34 35-44 45-54 55 and over 
1 2 3 4 5 
 
 
Q2. What is your gender? 
 
Female  Male 
1 2 
 
 
Q3. What is your home language? 
 
Afrikaans English Xhosa Other 
1 2 3 4 
  
 
SECTION:  A 
 
Q 4. How satisfied are you with the tariff at which  
electricity is being charged in your municipality? 
 
Very dissatisfied Dissatisfied Uncertain Satisfied Very satisfied 
1 2 3 4 5 
 
 
Q5. Does the present organizational structure (i.e. department of electricity) 
enable public officials to carry out their duties in time? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
Q6. Is the current policy on electricity provision in the Port Elizabeth 
Municipality adequate to ensure efficient, effective and economical service 
delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q7. Is the impact of the current training policy on your staff adequate to ensure 
knowledgeable staff who can work under changing environment(s) and 
simultaneously meet the changing needs of the local inhabitants? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q8. Are you satisfied with the extent to which the department conducts research 
in service payments, community participation in electricity delivery processes 
and community service satisfaction so as to attain excellence in service delivery? 
  
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q9. To what extent are you satisfied with the decentralisation of electricity 
infrastructure (e.g. branch offices) in the PEM area so as to ensure a quicker 
response in terms of tariff payments and for any service(s) that may be required 
by the community? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q10. How satisfied are you with the speed at which electricity has been delivered 
in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q11. How successful is your electricity provision in your municipality from 1994-
1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q12. Which approach does your municipality use to render electricity to its 
community? 
 
Delivered by 
municipality alone 
Delivered by municipality and a 
private company/ partnership 
Delivered by 
private company 
1 2 3 
 
Q13. Which system(s) or method(s) does your municipality employ to provide 
electricity services to the community? 
 
 
Metered 
method 
New card 
method 
Metered and  
New card method 
1 2 3 
 
 
Q14. Which one of the following would be the best approach or strategy which 
the municipality could adopt and use when rendering electricity to the 
community in the 21st century, as mentioned in the White Paper on Local 
Government, 1998? 
 
 
Building 
on existing 
capacity 
Corporatisa
-tion 
Public-public 
partnerships 
Partnerships 
with CBOs and 
NGOs 
Contracting
- out 
Leases and con- 
cessions public-
private partnerships 
Privatisation 
(transfers of 
ownership) 
1 2 3 4 5 6 7 
 
 
SECTION: B 
 
Q15.How satisfied are you with the tariff at which sewerage is charged in your 
municipality?  
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q16. Does the present organizational structure (i.e. department of sewerage 
reticulation) enable public officials to carry out their duties in time? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q17. Is the current policy on sewerage reticulation adequate to ensure efficient, 
effective and economical service delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q18. Is the impact of the current training policy on your staff adequate to ensure 
knowledgeable staff who can work under changing environment(s) and 
simultaneously meet the changing needs of the local inhabitants? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q19.Are you satisfied with the extent to which the department conducts research 
in service payments, community participation in sewerage service processes and 
community satisfaction so as to attain excellence in service delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q20.To what extent are you satisfied with the decentralisation of sewerage 
infrastructure (e.g. branch offices) in the PEM area so as to ensure a quicker 
response in terms of tariff payments and for any service(s) that may be required 
by the community? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q21. How satisfied are you with the speed at which sewerage reticulation has 
been provided in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q22. How successful is sewerage provision in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q23. Which approach does the municipality use to render sewerage services to 
its community? 
 
Delivered by 
municipality alone 
Delivered by municipality  
and a private company/  
partnership 
Delivered by private 
company 
1 2 3 
 
 
 
Q24.Which system(s) or method(s) does your municipality employ to provide 
sewerage to the community? 
 
 
Water-borne 
system 
Bucket system Pit system Water-borne and 
bucket systems 
1 2 3 4 
 
 
Q25. Which one of the following will be the best approach or strategy which the 
municipality could adopt and use when rendering sewerage services to the 
community in the 21st century, as mentioned in the White Paper on Local 
Government, 1998?  
 
Building on 
existing 
capacity 
Corporatisa-
tion 
Public-public 
partnerships 
Partnerships 
with CBOs and 
NGOs 
Contracting 
out 
Leases and 
concessions public-
private partnerships 
Privatisatio  
(transfers o  
ownership) 
1 2 3 4 5 6 7 
 
  
 
SECTION: C 
    
 
Q26.How satisfied are you with the tariff at which refuse collection is charged in 
your municipality?  
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q27. Does the present organisational structure (i.e department of refuse 
collection) enable public officials to carry out their duties in time? 
 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
Q28. Is the current policy on refuse collection adequate to ensure efficient, 
effective and economical service delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
Q29. Is the impact of the current training policy on your staff adequate to ensure 
knowledgeable staff who can work under changing environment(s) and 
simultaneously meet the changing needs of the local inhabitants? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q30. Are you satisfied with the extent to which the department conducts 
research in service payments, community participation in refuse collection 
processes and community satisfaction so as to attain excellence in service 
delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q31. To what extent are you satisfied with the decentralisation of refuse 
collection infrastructures  (e.g. branch offices) in the PEM area so as to ensure a 
quicker response in terms of tariff payments and for any service(s) that may be 
required by the community? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q32. How satisfied are you with the speed at which refuse collection / disposal 
has been provided in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q33. How successful is refuse collection / disposal service delivery in your 
municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q34. Which approach does the municipality use to render refuse collection 
services to its community? 
 
 
Delivered by 
municipality alone 
Delivered by municipality and a 
private company/ Partnership 
Delivered by 
private company 
1 2 3 
 
Q35.Which system(s) or method(s) does your municipality employ to provide 
refuse collection to the community? 
 
 
Dustbin 
system 
Plastic bag 
system 
Dustbin and 
plastic bag system 
1 2 3 
 
 
Q36. Which one of the following will be the best approach or strategy which the 
municipality could adopt and use when rendering refuse collection / disposal 
services to the community in the 21st century, as mentioned in the White Paper 
on Local Government, 1998?  
 
Building on 
existing 
capacity 
Corporatisa-
tion 
Public-public 
partnerships 
Partnerships 
with CBOs and 
NGOs 
Contracting 
out 
Leases and 
concessions public-
private partnerships 
Privatisatio  
(transfers o  
ownership) 
1 2 3 4 5 6 7 
 
 
SECTION: D 
 
 
Q37. How satisfied are you with the tariff at which water is charged in your 
municipality?  
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q38. Does the present organizational structure (i.e. department of water) enable 
public officials to carry out their duties in time? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q39. Is the current policy on water provision adequate to ensure efficient, 
effective and economical service delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
 
 
 
 
Q40. Is the impact of the current training policy on your staff adequate to ensure 
knowledgeable staff who can work under changing environment(s) and 
simultaneously meet the changing needs of the local inhabitants? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q41.Are you satisfied with the extent to which the department conducts research 
in service payments, community participation in water projects and community 
satisfaction so as to attain excellence in service delivery? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q42.To what extent are you satisfied with the decentralisation of water 
infrastructure (e.g. branch offices) in the PEM area so as to ensure a quicker 
response in terms of tariff payments and for any service(s) that may be required 
by the community? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q43. How satisfied are you with the speed at which water service delivery has 
been provided in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
 
Q44. How successful is water provision in your municipality from 1994-1999? 
 
Very satisfied Satisfied Uncertain Dissatisfied Very dissatisfied 
1 2 3 4 5 
 
Q45. Which approach does the municipality use to provide water services to its 
community? 
 
 
Delivered by 
municipality alone 
Delivered by municipality and a 
private company/ Partnership 
Delivered by private 
company 
1 2 3 
 
Q46.Which system(s) or method(s) does your municipality employ to provide 
water to the community? 
 
 
Metered 
method 
Not metered 
method 
Both metered and not 
metered method 
1 2 3 
 
 
Q47. Which one of the following will be the best approach or strategy which the 
municipality could adopt and use when rendering water services to the 
community in the 21st century, as mentioned in the White Paper on Local 
Government, 1998?  
 
Building on 
existing 
capacity 
Corporatisa-
tion 
Public-public 
partnerships 
Partnerships 
with CBOs and 
NGOs 
Contracting 
out 
Leases and 
concessions public-
private partnerships 
Privatisatio  
(transfers o  
ownership) 
1 2 3 4 5 6 7 
 
Q48. General comments (e.g. on efficiency, effectiveness and economy of the 
policies and methods):        
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